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QWEST'S BRIEF REGARDING
CHANGE MANAGEMENT

Qwest Corporation ("Qwest"), through its undersigned counsel, submits this brief

regarding its Change Management Process ("CMP"). As set forth below, Qwest's CMP

satisfies the factors considered by the Federal Communications Commission ("FCC") in

evaluating Checklist Item 2 compliance, as it relates to change management processes.

1. INTRODUCTION

After more than nine months of extensive collaboration, Qwest and the CLEC

community have reached agreement on all material aspects of Qwest's CMP. Qwest and the

CLECs reached impasse on a single issue, which, as discussed below, has been resolved.

Qwest's CMP, as implemented pursuant to the agreements reached in the CMP

redesign meetings, clearly meets the standards set by the FCC for change management.

Qwest's redesigned CMP provides CLECs more opportunity for input, participation, and

control than any other ALEC's change management process, including the ability to prioritize

Qwest-originated systems change requests. Further, the scope of Qwest's CMP is broader
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than that of any other ILEC .- Qwest's CMP includes all aspects of the business relationship

between CLECs and Qwest.

Qwest has fully implemented the redesigned process. Because Qwest implemented

agreements arising from in the redesign meetings as they were reached, the majority of the

process has been in place for some time. Thus, for example, Qwest has implemented a

process that allows CLECs to prioritize Qwest-originated changes. As a result, CLECs have

already prioritized Qwest-originated change requests for two IMA-EDI releases.

As demonstrated below, Qwest's CMP satisfies each of the factors considered by the

FCC in evaluating Checklist Item 2 compliance. Thus, Qwest meets the requirements of

Section 271 because it provides nondiscriminatory access to OSS and provides competitors

with a meaningful opportunity to compete.1 Qwest's change management procedures will be

incorporated into its SGAT (Section 12.2.6 and Exhibit G).

11. THE CMP REDES1GN PRoc Ess HAS PRODUCED
COLLABORATIVE CHANGE MANAGEMENT PROCESS.

A COMPREHENSIVE,

A. The CMP Redesign Process.

In July 2001, Qwest and CLEC representatives began meeting in a collaborative effort

with the CLEC community to redesign its change management procedures? CLEC and

Qwest representatives have met for more than 37 days over the past nine months to discuss

every aspect of Qwest's CMP. CLECs and Qwest have made every effort to achieve

1 Joint Application by SBC Communications Inc., Southwestern Bell Telephone Company,
and Southwestern Bell Communications Services, Inc. d/b/a Southwestern Bell Long Distance
Pursuant to Section 27] of the Telecommunications Act of 1996 To Provide In-Region, InterLATA
Services in Arkansas and Missouri, CC Docket No. 01-194, Memorandum Opinion and Order, FCC
01-338 (rel. Nov. 16, 2001) ("Arkansas/Missouri 271 Order"), Appendix D, at1140.

2 Qwest has established a web site where it has posted the redesign meeting minutes and
other materials. The web site address is http://www.qwest.com/wholesale/cmp/redesign.html.
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consensus. Indeed, no party has been precluded from raising any issue during the redesign

process. As a result of this extensive collaboration, Qwest and the CLEC community have

reached agreement on all substantive aspects of Qwest's CMP. These agreements are reflected

in the Qwest Wholesale Change Management Process Document ("Wholesale CMP").3

Although the FCC has only required that change management procedures be

implemented for changes to OSS interfaces, Qwest has agreed to include changes to products

and processes in its redesigned CMP, as well. The redesign negotiation process is complete

with respect to all substantive issues. Qwest and the CLECs have worked out processes for

all aspects of the CMP, including discussing and revising the OBF language, and the agreed-

upon processes have been implemented. The end result is a complete change management

process, with only a single issue that reached impasse.4

The CLEC/Qwest redesign team agreed to begin with OBF Issue 2233, version alvl,

as a starting point for negotiating the redesigned CMP.5 To date, virtually all of the OBF

document has been discussed and base-lined, as reflected in the Wholesale CMP.

Once the redesign team reached agreement, Qwest implemented the agreement as soon

as practicable. During the redesign meetings, Qwest and CLECs agreed to a process for

Qwest's implementation of redesign agreements that included Qwest's presentation of the

3 The Qwest Wholesale Change Management Process Document is attached as Exhibit A.
This document is also posted on Qwest's wholesale web site at the following address:
http://www.qwest.com/wholesale/cmp/whatiscmp.html

4 The impasse issue was whether OBF language that treats changes to meet performance
measurements as regulatory changes should be included in the Qwest CMP definition of Regulatory
Changes. This issue has no impact on Qwest's compliance with the requirements of Section 271. As
discussed below, the Colorado Commission has ruled on this issue. Qwest and the CLECs have
agreed that the resolution will apply in all Qwest states.

5 OBF Issue 2233 refers to a forum for industry-wide deliberations on development of
national guidelines pertaining to change management.
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agreements to the broader CLEC community at the monthly CMP meeting prior to

implementation. From the time that process was agreed to, Qwest has first presented

agreements reached through the redesign effort to the CLEC community at the monthly

meetings prior to implementing them. The redesign team has agreed that, upon completion of

the redesign process, the parties will have the opportunity to revisit any part of the redesigned

plan in light of the whole. Through the redesign process, the team discussed and closed all of

the issues that were raised in the checklist item workshops.6

The redesign process is only one stage in the evolution of Qwest's Wholesale CMP.

While Qwest is committed to abide by the agreed upon redesigned CMP, the CMP remains

open to additional modifications to the CMP over time.7 The FCC has recognized that the

change management process is evolutionary by definition:

We do not expect any change management plan to remain static. Rather, a
key component of an effective change management process is the
existence of a forum in which both competing can°iers and the BOC can
work collaboratively to improve the method by which changes to the
BOC's OSS are implemented

Qwest remains committed to continuing to hold redesign sessions after it receives

section 271 approval and as long as necessary to resolve any remaining issues.

6 Those issues were previously referred to in briefs and status reports as the Colorado Issues
Log, COIL, and "CM" issues.

7 Wholesale CMP § 1.0.

8 Southwestern Bell Communications Services, Inc. d/b/a Southwestern Bell Long Distance
Pursuant to Section 271 oft re Telecommunications Act ofI996 To Provide In-Region, InterLATA
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B. The CMP Redesign Team Identified and Discussed All Issues of
Significance to CLECs.

At the March 5-7, 2002 redesign meeting, Qwest and the CLEC community agreed

upon an approach for identifying and resolving the remainder of the significant CMP issues.

The approach was designed to allow the parties to identify the most important issues and to

then reach agreement in principle or impasse on those issues by April 4, 2002.9

The process the parties agreed to employ to identify and resolve the important issues

allowed CLECs to raise any and all issues they believe are significant. The parties began with

the list of the List of Priority CMP Issues submitted by AT&T. The parties assigned each of

the AT&T issues to one of three categories, as follows: Category 1 denotes issues that

required more discussion and may become an impasse issue, Category 0 denotes issues that

required some discussion and most likely would not reach impasse, and Category X denotes

issues that required no further discussion. Using this process, the parties determined that there

were twelve Category 1 issues, ten Category 0 issues, and two Category X issues.10 Both

Coved and WorldCom concurred with the issues that were identified by AT&T. Coved raised

one additional issue, relating the addition of a provision in the CMP to allow for exceptions to

the standard process, which Covad described as a "non-controversial" issue.

The parties agreed to first discuss the twelve issues in Category 1, which were

relatively more important and might reach impasse. These issues were then prioritized. Each

party ranked the issues in order of importance, and the rankings for each issue were averaged.

Services In Texas, CC Docket No. 00-65, Memorandum and Opinion Order, FCC 00-238 (rel. June 30,
2000) ("Texas 271 Order"), at 11117.

9 The redesign team will continue holding the redesign sessions after April 4, 2002 to allow
the parties to craft detailed provisions to describe their agreements and to address any other
unresolved issues.
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This process produced a list of the twelve issues ranked in descending order of importance.

To efficiently identify any impasse issues, the parties agreed to attempt to reach agreement in

principle regarding each issue and to defer crafting detailed language until all of the Category

1 issues had been discussed.

The redesign team was very successful in using this approach. All of the Category 1

and 0 issues were discussed and no impasse issues were identified. The parries reached

agreement in principle regarding all twelve of the twelve Category l issues, including such

significant issues as the process for Qwest-originated product and process changes, criteria for

Qwest's denial of change requests ("CRs"), and a method for CLECs to postpone Qwest's

implementation of a product or process change. The parties also reached agreement in

principle regarding eight of the ten less significant Category 0 issues. Though two category 0

issues remain open for further discussion, the parties agreed that those issues will not result in

impasse.

Thus, the redesign team successfully identified, discussed, and reached agreement in

principle on virtually all of the issues that the CLECs identified as the most important. The

parties also made substantial progress in agreeing to language that memorializes many of

those agreements in principle. Most importantly, the redesign team agreed that none of the

issues discussed will result in impasse.

111. QWEST'S CMP Is MORE COMPREHENSIVE THAN ANY OTHER ALEC's PRocEss.

The parties have now reached agreement on virtually all CMP issues, except the single

impasse identified in Qwest's February 8, 2002 filing. These agreements are set forth in the

Wholesale CMP. The impasse issue related to whether the OBF language that provided that

10 The prioritized Category 1 issues and the Category 0 issues are set forth in Exhibit B.
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changes required to meet performance measurements should be included in the Regulatory

Change definition should be incorporated in Qwest's CMP. The Colorado Commission issued

an oral ruling that the OBF language should not be included. Qwest and the CLECs have

agreed that this resolution will apply in all states, thus eliminating this impasse issue.

Qwest's redesigned CMP provides CLECs more opportunity for input, participation,

and control than the change management processes implemented by Verizon, SBC, or

BellSouth. Indeed, Qwest's CMP not only incorporates all of the main features offered by

other ILE Cs, but it goes even further in some respects. Qwest's Wholesale CMP, pursuant to

which Qwest now operates, is described below.

Scope (Section 1). The Introduction and Scope section of Qwest's CMP includes

changes products and processes in addition to OSS interfaces :

This document defines the processes for change management of OSS
interfaces, products and processes (including manual) as described below.
CMP provides a means to address changes that support or affect pre-
ordering, ordering/provisioning, maintenance/repair and billing
capabilities and associated documentation and production support issues
for local services provided by CLECs to their end users.l 1

In contrast, SBC's process only applies to changes to its interfaces. No other ILEC explicitly

subjects product and process issues to its change management process.12

As mentioned above, the FCC has not required any ILEC to have a change

management process for product or process changes in order to receive Section 271 relief

The FCC has not discussed or even mentioned change management processes for

product/process changes in any of its 271 orders. Even though it is not required for Section

11 Wholesale CMP, Section 1.0.
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271, Qwest has implemented just such a process. Moreover, Qwest used the same

collaborative process it used to redesign the systems provisions of its CMP to revise the

product and process provisions of that process. Indeed, the parties have agreed to the

processes by which CLECs and Qwest submit changes for product and process issues.13

In sum, Qwest's CMP is more comprehensive than any other ALEC's change

management process.

Administrative Matters, Meetings.. Web Site (Sections 2 and 3). Qwest holds

monthly CMP meetings. In response to CLEC requests, these meetings consist of an entire

day devoted to systems issues and an entire day devoted to product and process issues. The

Wholesale CMP reflects the agreements reached by Qwest and the CLECs regarding the

content, format, and process for Qwest's distribution to CLECs of the materials to be reviewed

at these meetings. Qwest maintains a web site containing all of the materials related to CMP,

including the change management process itself. The web site also includes a wealth of other

infonnation about the change management process. For example, the web site (1) contains a

listing of the CRs, their status, and a complete history of the action taken on each request,

including minutes of meetings between the CLEC originator and Qwest, (2) sets forth the

schedule for systems and product and process change management meetings, and (3) provides

a link to OSS documentation and a list of releases notifications relating to that documentation.

The web site features enhanced search capabilities to assist CLECs in finding and using

12 SBC has implemented a CLEC User Forum to address certain non-OSS issues. However,
the CLEC User Forum is completely separate from SBC's change management process, which applies
only to systems .

13 See Wholesale CMP, Section 5.3 and Interim Qwest-Initiated Product/Process Change
Process (Exhibit C).
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information on the site. Qwest and the CLECs collaboratively developed, and Qwest has

implemented, a standard naming convention for the web site and formal notifications.

Types of Change (Section 4) .  Qwest's CMP provides for four different types of

changes: Regulatory Changes (Section 2.1), Industry Guideline Changes (Section 22), Qwest

Originated Changes (Section 2.3), and CLEC Originated Changes (Section 2.4). These four

categories provide for all of the same types of changes as the other ILE Cs. However, where

other ILE Cs have created separate categories for certain subsets of changes (for example,

Verizon has a separate category called Type 1 (Maintenance) Changes), Qwest's CMP simply

allows any of these subsets of changes to be originated by a CLEC or Qwest.

Qwest has implemented the process for CLECs to prioritize Qwest-originated CRs, as

well as CLEC-originated CRs. Qwest has also agreed that Regulatory Changes and Industry

Guideline Changes will be prioritized as long as Qwest is permitted to meet mandated

implementation dates for Regulatory Changes and recommended implementation dates for

Industry Guideline Changes. Qwest's CMP provides CLECs more input into the treatment of

Regulatory Changes than the change management processes of any other ILEC.

Qwest has agreed that CLECs may submit Regulatory and Industry Guideline CRs and

that the same processes will apply regardless of the originator (Qwest or CLEC). The parties

have also agreed that a change will only be treated as a Regulatory Change if the parties agree

that a change is required to bring Qwest into compliance with a mandate. The parties have

agreed that Regulatory Changes will be implemented by mechanization unless the parties

agree that an exception to that general rule applies.

Change Request Process (Section 5). The OSS interface CR initiation process

provides that Qwest and CLECs both submit CRS to request changes to OSS interfaces. Both
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Qwest-originated and CLEC-originated OSS interface CRs follow the same process. The

process provides that Qwest will hold a clarification meeting to ensure that the intent of the

CR is clear. A11 OSS interface CRs will be discussed and modified, if necessary, at the

monthly CMP meetings.

The process for CLEC-initiated product and process changes is very similar to the

OSS interface CR process. The process for Qwest-initiated product and process changes was

the subject of much discussion during redesign meetings. The parties agreed to a detailed

Interim Qwest-Initiated Product/Process Change Process.14 This process contains four tiers of

processes, called "levels," differentiated by the expected impact of changes on CLECs. Each

level includes a list of the categories of changes to which the processes for that level apply.

As the introductory note in that document states, the parties agreed that Qwest would

implement the interim process. Qwest implemented the process on April 1, 2002. At the

same time, the CMP redesign team is working to refine the categories of changes to which

each process level applies. Qwest and the CLECs expect that this effort will be completed by

April 16, 2002, aH;er which CLECs and Qwest will baseline the process, and it will be added

to the Wholesale CMP.

The interim process classifies Qwest-initiated changes into four groups, labeled Levels

1-4. Level 1 is defined as "changes that do not alter CLEC operating procedures or are time

critical corrections," and includes changes such as verbiage clarifications and corrections that

do not change the initial purpose of a document. Level 2 is defined as "changes that have

minimal effect on CLEC operating procedures," and includes changes such as email address,

14 This process is attached as Exhibit C and is also posted at the following URL:
http://www.qwest.com/wholesale/cmp/whatiscmp.html
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telephone number, and fax number changes. Level 3 is defined as "changes that have

moderate effect on CLEC operating procedures and require more lead-time before

implementation than Level 2 changes," and includes changes such as product enhancements

that do not drive new processes and customer-facing center hour changes. Level 4 changes

are defined as "changes that have major effect on existing CLEC operating procedures or that

require the development of new procedures," and include changes such as interval changes

and new processes related to product enhancements.

Each level defines a different process for changes falling within that level. For Level

1 changes, Qwest provides a notification to CLECs showing the text change by highlighting

the language and a history log tracking the change, there is no comment cycle for such

changes. For Level 2 changes, Qwest provides a notification to CLECs describing the change

at least 21 calendar days in advance of the change. There is also a comment cycle, which

provides for CLECs to submit comments and Qwest to reply to those comments prior to

implementation of the change. For Level 3 changes, Qwest provides a notification to CLECs

describing the change at least 31 calendar days in advance of the change. There is also a

comment cycle, which provides for CLECs to submit comments and Qwest to reply to those

comments prior to implementation of the change. Qwest will implement Level 3 changes no

sooner than 15 calendar days after providing its response to CLEC comments. Thus, the

implementation date for Level 3 changes is 31 to 45 days from the initial notification,

depending upon when Qwest responds to CLEC comments.

Level 4 changes, which have the most impact on CLECs, require Qwest to submit a

CR describing the proposed change. The CR is then presented at the monthly product/process

CMP meeting for discussion with CLECs. Together, CLECs and Qwest will develop a
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process for Qwest to obtain CLEC input regarding the proposed change, which may include

conferences or written comment cycles. After obtaining CLEC input in accordance with the

process agreed at the monthly product/process CMP meeting, Qwest will modify the CR, if

necessary, and design a solution. Qwest will then provide notification to CLECs of the

planned change at least 31 calendar days prior to implementation. It is important to note that

this notification is not issued until after Qwest and CLECs have discussed Qwest's CR,

CLECs have provided input pursuant to the agreed process, and the CR is modified, if

necessary. At this point, the process provides for a comments cycle similar to that for Level 3

changes, which results in an implementation date of 31-45 days from the date of the

notification.

For Levels 2 through 4, where Qwest provides responses to CLEC comments, any

CLEC that does not accept Qwest's response may elect to escalate the issue or pursue dispute

resolution in accordance with the CMP escalation and dispute resolution provisions.

The description for each of the Levels 1-4 sets forth a list of the categories of changes

that fall under that level. If a particular category of change is not listed under Level 1 or Level

2, Qwest will issue a Level 3 notification. As described below, Level 3 notifications provide

for a comment cycle and 31 to 45 calendar days of notice prior to implementation of the

change. Qwest and CLECs will discuss any requests to change the level under which a

noticed change falls or to establish new change categories under Levels 1 through 4 at the

monthly CMP meeting. If the parties do not reach agreement regarding such a request, the

issue will be determined by a majority vote.

The redesign team has already made substantial progress in refining the categories of

changes to which each level of process applies. In fact, the team agreed to add a new level, to
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be labeled "Level 0." This level addresses the CLECs' desire to allow Qwest to make

ministerial changes to documentation without providing any notification or tracking such

minor changes in a history log. As noted above, Qwest and the CLECs expect that the

refining effort will be completed by April 16, 2002.

OSS Interface Release Calendar (Section 6). Qwest will provide a rolling 12 month

OSS interface release calendar on a quarterly basis showing release schedules for all OSS

interfaces within the scope of CMP for the next twelve months. The schedule will include

such information as the deadlines for CR submission, issuance of draft and final release notes,

issuance of draft and final technical specifications, comment cycle timelines, testing period,

and planned implementation dates. The releasecalendar is posted on the CMP web site.15

Changes to Existing OSS Interfaces (Section 8). The agreed implementation

timeline for changes to an existing application-to-application OSS interface provides, among

other things, for Qwest to provide to CLECs draft technical specifications containing the

information CLECs need to code the interface at least 73 calendar days prior to implementing

a release, and affords the CLECs an opportunity to provide written comments and/or

questions relating to that documentation. Qwest will respond to the CLEC comments and/or

questions and hold a meeting to allow CLECs' subject matter experts to ask questions of

west's technical team re Hardin s ecific requirements. Qwest will provide final releaseg g  p p

requirements at least forty-tive (45) calendar days in advance of the implementation date.

Qwest will also provide a thirty (30) day test window for any CLEC that desires to jointly test

The release calendar can be
http://www.q_west.com/wholesale/cmp/osscalendar.html

15 found at the following
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with Qwest prior to the implementation date. In addition, Qwest provides a rolling twelve

month summary of its OSS interface development schedule.

Finally, Qwest employs Versioning for its IMA-EDI interface, meaning that it maintains

a prior version of a so are release for some time airier implementing a new version.16

Versioning provides flexibility to CLECs in determining when to implement the new version

by allowing CLECs to use the older version for as long as they choose during the six-month

period.

Introduction and Retirement of OSS Interfaces (Sections 7 and 9). These sections

set forth processes for the introduction of a new OSS interface and retirement of an OSS

interface. Each of these processes sets forth an agreed timeline for advance notification to

CLECs and the opportunity for CLECs to provide input regarding new OSS interfaces and

retirement of OSS interfaces.

Prioritization of Systems CRs (Section 10). Like other ILE Cs' change management

processes, Qwest's CMP allows CLECs to prioritize both Qwest-originated and CLEC-

originated CRs. This agreement has been implemented and CLECs have already prioritized

Qwest-originated CRs along with CLEC-originated CRs for the 10.0 and 11.0 MA releases.

However, Qwest has gone even further by agreeing to allow CLECs to prioritize

Regulatory Changes and Industry Guideline Changes to the extent possible. So long as Qwest

is permitted to meet mandated implementation dates for Regulatory Changes and

16 See Bell Atlantic Communications, Inc. (d/b/a Verizon Long Distance), N)WEXLong
Distance Company (d/b/a Verizon Enterprise Solutions) And Verizon Global Networks Ire., for
Authorization to Provide In-Region, InterLAy TA Services in Massachusetts, CC Docket No. 01-9,
Memorandum and Opinion Order, FCC 01-130 (rel. Apr. 16, 2001)("Massachusetts 27] Order"), 11107
(the FCC has "found Versioning very useful to a BOC's demonstration that its change management
process affords competing carriers a meaningful opportunity to compete because it 'ensures that
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recommended implementation dates for Industry Guideline Changes, Qwest has agreed to

allow CLECs to prioritize those changes as well. No other ILEC provides CLECs with this

opportunity. Instead, other ILE Cs slot Regulatory and Industry Guideline Changes into a

release ahead of other types of changes, leaving only the remainder of the release capacity to

accommodate prioritized changes. By allowing CLECs to prioritize all types of changes,

Qwest's process allows CLECs to influence changes that impact them and how they do

business with Qwest, while still allowing Qwest to implement changes within specified

compliance timeframes.

The parties also agreed in principle to a special change request process that provides a

method by which a CLEC or Qwest can move a CR into a release even though it would not

otherwise be included in the release. This process will allow a CLEC or Qwest to separately

fund the development and implementation of changes that are very important to the initiator,

but that would not otherwise be made, e.g., a change that is not prioritized high enough to be

included in a release.

Application-to-Application Interface Testing (Section 11). Qwest's CMP provides

for interface testing for application-to-application interfaces. Qwest will provide a separate

CLEC test environment for testing of transaction-based application-to-application interfaces

and will provide test files for batch tile interfaces, such as billing interfaces. CLECs may

perform initial implementation testing and migration testing. Initial implementation testing

allows a CLEC to test new transactions for which it has not been through testing prior to

production. Migration testing affords a CLEC the opportunity to test the technical

system changes and enhancements do not adversely affect a carrier's ability to access the BOC's
OSS"')(quoting Texas 27] Order, 15 FCC Rcd at 18408, 'H 115).
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specifications of the latest release from the previous version before moving from one version

to the next version.

Production Support (Section 12). This section describes the procedures Qwest will

use to maintain software after it is deployed into the production environment. If a CLEC

experiences a software problem with Qwest's system, it can report the issue to Qwest's IT

Wholesale Systems Help Desk, which serves as the CLECs' first point of contact for such

issues. Qwest will monitor, track, and address troubles reported by CLECs or identified by

Qwest. The process provides for reported troubles to be assigned a severity level and

processed in accordance with the appropriate procedures based on that severity level. The

procedures for the various severity levels include regular notifications to CLECs regarding the

status of the issue.

Escalation and Dispute Resolution (Sections 14 and 15). In order to address CLEC

concerns that multi-level escalations are too time-consuming, Qwest agreed to a single level

escalation process where Qwest provides a single binding position on the issue. Qwest must

respond to escalations within seven days if it relates to a CR, otherwise, Qwest must respond

within 14 days. The dispute resolution process allows the parties to agree to resolve the

dispute tluough alternative dispute resolution or to submit the issue to an appropriate

regulatory agency.

III. OwEsT's CMP SAT1SF1ES THE CHECKLIST ITEM 2 REQUIREMENTS.

In evaluating ILEC change management plans under Checklist Item 2 of Section 271,

the FCC has relied on the following factors: (1) that information relating to the change

management process is clearly organized and readily accessible to competing coniers, (2) that

competing carriers had substantial input in the design and continued operation of the change
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management process, (3) that the change management plan defines a procedure for the timely

resolution of change management disputes, (4) the availability of a stable testing environment

that mirrors production, and (5) the efficacy of the documentation the ILEC makes available

for the purpose of building an electronic gateway.17

The FCC has also examined whether an ILEC has demonstrated a "pattern of

compliance" with its own change management plan and whether it has provided adequate

technical assistance to CLECs in using the ALEC's OSSJ8 The adequacy of Qwest's stand-

alone test environment ("SATE") and the documentation and technical assistance it provides

to CLECs for the purpose of building electronic gateways are being addressed as a part of

OSS testing and are not addressed here. However, the parties agreed to certain provisions

relating to application-to-application interface testing, including SATE. Those provisions are

described below.

As demonstrated below, Qwest's current change management process satisfies each of

these factors.

A. Information relating to the Change Management Process is Clearly
Organized and Readily Accessible to CLECs.

The governing process for change management is contained in a single document

the Wholesale CMP document -- that was the subject of extensive discussion, comment, and

revision through collaboration between Qwest and the CLECs.

Qwest provides easily accessible and well-organized information regarding its change

management process. Qwest maintains a web site that sets forth the current change

17 Arkansas/Missouri 27] Order, Appendix D, at 1142, citing Bell Atlantic New York Order,
15 FCC Red at 4002-004 (footnotes omitted).
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management process, including the method for proposing and processing CLEC-originated

and Qwest-originated OSS interface CRs and product and process changes.19 Those

procedures are set forth in the Wholesale CMP, which, as noted above, can be found in an

updated form on the Qwest wholesale web site. 20 As discussed above, this document

contains agreements reached through extensive negotiations between the CLEC community

and Qwest regarding the redesign of Qwest's change management process. Other documents

containing change management procedures are also included on the web site, such as the

interim procedures on Qwest-initiated products and process changes, discussed above.

Through the redesign process, CLECs have had substantial input into the organization and

clarification of change management related materials on the web site.

The web site also serves as a repository of information that is useful to CLECs

participating in CMP. For example, CRs that will be presented to the CLEC community for

discussion and refinement at monthly CMP meetings are posted on the web site. Both CLEC-

originated and Qwest-originated CRs are posted to the web site. The change management

web site includes a link to a font that allows CLECs and Qwest to submit CRs

e1ectronica1ly.21 Qwest updates and maintains a database that tracks the progress of each CR,

reports changes systematically using CR numbers, and uses these same numbers in

communications with CLECs to identify specific changes.

18 Arkansas/Missouri 271 Order, Appendix D, at 40; see Massachusetts 271 Order, at11103,
citing Texas 27] Order, 15 FCC Rcd at 18404, 11 108.

19 The Qwest change management web site can be found at the following URL:
http://www.qwest.com/wholesale/cmp/index.html.

20 See Wholesale CMP, which can be found at the following URL:
http://www.qwest.com/wholesale/cmp/whatiscmp.html

21 See Product/Process and Systems links listed under "Change Requests" link at the
following URL: http://www.q.west.com/wholesale/cmp/index.html.
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The Qwest wholesale web site also includes other information about the change

management process, the redesign process, pending CRS, and change management issues. For

example, the web site (1) contains a listing of the CRs, their status, and a complete history of

the action taken on each request, including minutes of meetings between the CLEC originator

and Qwest, (2) sets forth the schedule for systems and product/process change management

meetings, (3) provides a link to OSS documentation and a list of releases notifications that are

related to that documentation, and (4) provides a link to the SATE Data Documents which

contain SATE test case scenarios.22 It also includes the minutes from CMP meetings, past

and future meeting schedules, the Release Calendar, release notifications, CRs, CMP contact

information, information about how to make a CR, and much more useful information.

B. CLECs have Substantial Input in the Design and Continued Operation of
the Change Management Process.

CLECs have had -- and will continue to have -- substantial opportunities for meaningful

input into the design and operation of Qwest's change management process.

Qwest and the CLECs have met regularly, for more than 37 days since July 2001, to

collaboratively redesign Qwest's change management procedures. The redesign effort has

provided an opportunity for CLECs and Qwest jointly to redesign the CMP by expanding its

scope, developing and documenting more detailed processes, improving notification intervals,

and establishing meeting standards.

The redesign process operates on a parallel track with Qwest's ongoing change

management forum. The schedules, agendas, and minutes of the CMP and CMP redesign

22 The CMP web site has links to the IMA-EDI page that specifies for CLECs how to use the
EDI environment.
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meetings are posted on the Qwest CMP web site. Qwest has regularly filed status reports on

the progress of the redesign process beginning in October 2001. A number of CLECs have

filed comments on the status reports, and Qwest and CLECs have participated in workshops

regarding CMP related issues during the redesign process.

Significantly, the parties to the redesign process have already agreed that even aRes

negotiations are completed, there will be provisions under the CMP to manage changes to the

CMP.23 The parties mderstmd that the CMP is a dynamic process that will be subject to

ongoing improvements. Now and in the future, procedures are in place to ensure that CLECs

will have substantial input into the design and operation of the CMP.

CLECs also have substantial oppommities for input into the continued operation of the

change management process. As discussed above, Qwest and CLECs jointly participate in the

CMP forum for managing changes related to Qwest's OSS interfaces, products, and processes

that support the five categories of OSS functions (pre-ordering, ordering, provisioning,

maintenance and repair, and billing). The CLECs and Qwest jointly developed key elements

of the monthly CMP meeting during the redesign process. These include: 1) the frequency

and duration of the meeting, 2) the purpose of the meeting, 3) meeting protocol, 4) the content

and distribution of meeting materials, 5) non-standard and "walk-on" agenda items, 6) the

content and distribution of meeting minutes, and 7) provisions for ad hoc CMP meetings.

Qwest's current change management process, which is comprised of processes that were

implemented as a result of the CLEC-Qwest CMP redesign effort, provides opportunities for

CLEC input throughout the lifecycle of a CLEC- or Qwest-initiated CR. For example, the

process expressly provides for CLEC input regarding CLEC or Qwest initiated CRs at

23 Wholesale CMP, Section 1.0.
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clarification meetings and/or at monthly CMP meetings. CLEC input regarding Qwest's

proposed solutions and draft responses is solicited at monthly CMP meetings. Additionally,

for those changes that result in Product Catalog (PCAT) or technical publication (TechPub)

changes, CLECs have the opportunity to provide written comments concerning the proposed

changes via a web-based customer comment tool.

The prioritization process also provides a significant opportunity for the CLECs to

have input to and control over which OSS interface changes are implemented and in which

release they are implemented. Additionally, Qwest's change management processes for the

introduction and retirement of OSS interfaces and changes to existing OSS interfaces provide

for CLEC input throughout the development lifecycle. For example, the process for changes

to an existing app1ication-to-application OSS interface provides three distinct opportunities

for CLEC input. First, CLECs may submit written questions and comments on the draft

technical specifications. Second, Qwest hosts a "walk-through" which affords the opportunity

for Qwest and CLEC technical subject matter experts to discuss the upcoming changes.

CLECs are encouraged to invite their technical experts, systems architects, and designers, to

attend the walk through. Third, following the walk-through, the CLECs have an opportunity

to submit written comments and questions to Qwest.24

In sum, Qwest's current change management process provides for substantial CLEC

input into the design and operation of the process.

c. The Change Management Process Defines a Procedure for the Timely
Resolution of Change Management Disputes.

24 Wholesale CMP, Section 8.1. As discussed above, Qwest also employs Versioning for its
MA interface, meaning that it maintains a prior version of a software release for six months after
implementing a new version, so that CLECs need not sMutch to the newer version immediately. See
Massachusetts 271 Order, 11107.
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One factor the FCC examines in its 271 evaluation is an ALEC's procedures for

escalation and resolution of disputes between the CLEC and the ILEC regarding OSS issues.

Qwest has implemented the escalation and dispute resolution procedures the parties agreed

upon through the redesign process. The procedures are set forth in the Wholesale CMP.25 As

of April 8, 2002, the escalation procedures have been invoked on one occasion with regard to

systems changes, and on four occasions with regard to product and process changes. The

dispute resolution procedures have not yet been invoked as of April 8, 2002.

The change management escalation and dispute resolution procedures were developed

jointly by Qwest and the CLECs in the redesign process. The escalation procedures apply to

all issues that are the within the scope of the CMP, including issues surrounding the CMP

itself and its administration.26 The escalation procedures contain specific instructions for

communicating the escalated issue to Qwest, including a statement of the CLEC's desired

resolution and a request for interim action, if applicable. At the CLECs' request, the

escalation process has been streamlined, and now offers CLECs a single point of contact for a

given issue. The Qwest single point of contact is responsible for providing a final binding

position regarding the escalated issue within seven days for a disputed CR and within 14 days

for other escalations. Escalation requests and Qwest and CLEC responses are posted to the

web site.

A CLEC or Qwest may bypass the escalation process and immediately invoke the

dispute resolution process. Like the escalation process, the CMP contains specific

requirements for describing and documenting the dispute. If the parties agree, the dispute can

25 Wholesale CMP, Sections 14 and 15.

22



be resolved externally through an alternative dispute resolution process, alternatively, a CLEC

or Qwest may submit the issue to an appropriate regulatory agency.

Qwest and the CLECs have also agreed to procedures for impasse resolution that apply

to the redesign effort. These impasse resolution procedures require CLECs and Qwest to

negotiate in good faith and to make every attempt to reach consensus (both among the CLECs

and between the CLECs and Qwest). As of April 8, 2002, only one issue has reached an

impasse in the redesign process, as the parties have been successful in negotiating solutions in

the framework of the redesign sessions. Further, as discussed above, the CLECs have already

identified, discussed, and resolved the most important and most contentious issues for the

express purpose of determining whether any additional impasse issues are likely. No impasse

issues were identified, indeed, the parties reached agreement in principle on all of the most

contentious issues.

Nonetheless, in the unlikely event that an issue reaches impasse, the following dispute

resolution options are available: (1) Qwest will identify the impasse issues in its monthly

CMP redesign status reports to the state commissions, and the issues can be treated as impasse

issues in the Section 271 proceedings in those states, or (2) if a commission no longer accepts

impasse issues in a 271 proceeding, Qwest or any CLEC may submit the issue following the

procedures of the appropriate regulatory agency. Finally, if the parties agree, a third party

may be hired to resolve the dispute.

In sum, if Qwest and the CLECs cannot reach agreement, either in the redesign

process or in the change management forum itself; the escalation and dispute resolution

procedures agreed to by the parties are used to resolve issues and produce a solution that

26 Wholesale CMP, Section 1.
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Qwest and CLECs will accept and implement. Thus, even though the parties have already

identified and resolved the most contentious issues, the procedures already in place ensure

that the redesign process will conclude successfully and with a collaborative result, rather than

one dictated by Qwest.

D. Qwest Provides a Stable Testing Environment

Through the redesign process, the parties agreed to procedures that govern Qwest's

Customer Test Environment ("CTE"). The CTE offers a CLEC several ways in which to test

its transaction-based application-to-application interfaces for pre-order, order and

maintenance and repair functionality with Qwest's OSS. As set forth in the Wholesale

CMP,27 Qwest offers the following testing options for pre-ordering and ordering:

• Stand Alone Test Environment (SATE)2**

• Progression Testing in the Interoperability Environment

• Controlled Production

For maintenance and repair, the Qwest customer test environment currently includes CMIP

Interface Test Environment (MEDIACC).

The CMP states that Qwest will provide the CTE for each major release and will

update each CTE for any point release that has changes that were disclosed but not

implemented as part of the major release. Qwest provides initial implementation testing" and

27 Wholesale CMP, Section 12.0.

28 As mentioned above, Qwest's SATE is being addressed through OSS testing. SATE's
adequacy is not addressed here.

29 Initial implementation testing is intended for those CLECs that are not currently in
production or that want to test new ordering or pre-ordering transactions for which they have not been
through testing.
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migration testing30 for all types of OSS interface change requests, controlled production for

pre-ordering and ordering, and an opportunity for regression testing of the OSS interface

functionality.

Qwest notifies CLECs of testing schedules so that CLECs may determine whether to

participate in a test. CLECs that desire to test with Qwest must participate in at least one joint

planning session to prepare for testing. If the CLEC uses the same software components and

similar connectivity configuration as it uses in production, the Wholesale CMP provides that

response times in testing generally should be similar to production.31 It also provides that

Qwest will make available a 30-day test window for any CLEC who desires to jointly test

with Qwest prior to the release production date for a major release."

E. Qwest has Demonstrated a Pattern of Compliance with its Change
Management Procedures.

Qwest has demonstrated a pattern of compliance with the change management

process. As an initial matter, Qwest has complied with the agreed-upon scope of the CMP.

As of April 8, 2002, Qwest only rejected one CR on the grounds that it was not within the

scope of the CMP.

In processing CRs, Qwest has met its obligations with regard to the following agreed-

upon process milestones: 1) sending acknowledgements to the CR originator, 2) posting CRs

to Qwest's CMP web site, 3) contacting customers to schedule clarification meetings, 4)

conducting meetings to clarify CLEC CRs; 5) providing initial responses to CLEC CRs, 6)

30 Migration testing refers to testing from one version of an interface to the next version.

31 Wholesale CMP § 11.0. The CMP redesign document also notes that the CTE is not
intended for volume testing. Id.

32 Wholesale CMP § 8.1.8.
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posting initial responses to Qwest's CMP web site; 7) presenting CRs, 8) providing final

responses to CLEC CRs (if applicable); and 9) posting final responses to Qwest's CMP web

site (if applicable.) Between November 1, 2001 and February 2002, Qwest processed 58 new

OSS interface CRs. Of a possible 347 milestones, Qwest was responsible for missing two

milestones. This equates to a 99.42% compliance rate with the CLEC/Qwest Initiated OSS

Interface CR Process. During this same time, Qwest processed 32 new CLEC initiated

product and process CRs. Of a possible 126 milestones, Qwest was responsible for missing

seven milestones. This equates to a 94.44% compliance rate with the CLEC Initiated

Product/Process CR Process. Significantly, the compliance rate for this process in January

and February 2002 was 100%.

Qwest also has met its obligations to: 1) track and document the status of CRs, 2) to

hold regular CMP meetings, 3) to provide meeting materials in advance of the meetings, and

4) to record meeting discussion, action items, and issues. This information may be found at

Qwest's CMP web site.33

In processing escalations, Qwest has met its obligations with regard to the following

agreed-upon process milestones: 1) acknowledging receipt of escalation, 2) posting escalation

on Qwest's CMP web site, 3) issuing notice to CLECs, and 4) providing Qwest's binding

response. As of February 2002, Qwest processed one OSS interface escalation and four

product and process escalations. Of a possible 16 milestones, Qwest was responsible for

missing one milestone. This equates to a 93.75% compliance rate with the escalation process.

33 The information can be found at the following URLs:
http://www.qwest.com/wholesale/cmp/changerequest.ht1n1and
http://www.qwest.com/wholesale/cmp/teammeetings.html.
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Qwest also met its obligations regarding the development and implementation of a web-based

tool for escalation requests.

Qwest made a commitment to highlight all changes published in the PCAT and to

redline all changes published in TechPubs beginning January 2, 2002. Since then, Qwest has

published at least 102 PCAT and ten TechPub changes. All of these documents contained the

agreed-upon highlighting or redlining, web notification forms, history logs, and customer

notification forms.

Qwest has demonstrated compliance with the prioritization process. In August 2001,

and again in October/November 2001, CLECs and Qwest jointly prioritized CLEC-originated

CRs and Qwest-originated CRs for the MA 10.0 Release. In February 2002, CLECs and

Qwest jointly prioritized CLEC-originated CRs, Qwest-originated CRs, and Industry

Guideline CRs for the MA 11.0 Release. At that time, there were only nine outstanding

CLEC-initiated MA CRs.

In addition to demonstrating a pattern of compliance with its change management

procedures, Qwest also established a pattern of quickly implementing agreements reached in

the redesign process. A matrix showing when Qwest implemented improvements based on

agreements reached through the redesign process is attached as Exhibit D.34

Iv. CONCLUSION

In conclusion, Qwest's change management process fully satisfies the requirements of

Section 271 because it provides nondiscriminatory access to OSS and provides competitors

with a meaningful opportunity to compete. Qwest appreciates the time and effort the CLECs

34 This matrix is also posted on the redesign web site at a link entitled Change Management
Process Improvements at the following URL: http://www.qwest.com/wholesale/cmp/redesign.html.
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have devoted to participating in and providing substantial input to the redesign of Qwest's

CMP. Qwest is confident that the collaborative redesign process has produced an effective

CMP that meets CLEC needs.

Dated this 8th day of April, 2002.
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CHANGE MANAGEMENT PROCESS (CMP)
FOR LOCAL SERVICES

The highlighted portions of this document describe Qwest's current processes. These
provisions may be modified through the redesign process.
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CHANGE MANAGEMENT PROCESS (CMP)

The highlighted portions of this document describe Qwest's current processes. These
provisions may be modified through the redesign process.

1.0 INTRODUCTION AND SCOPE

This document defines the processes for change management of OSS interfaces, products and
processes (including manual) as described below. CMP provides a means to address changes
that support or affect pre-ordering, ordering/provisioning, mainteriancefrepair and billing
capabilities and associated documentation and production support issues for local services
provided by GLECs to their end users.

The CMP is managed by CLEC and Qwest representatives each having distinct roles and
responsibilities. The CLECS and Qwest will hold regular meetings to exchange information
about the status of existing changes, the need for new changes, what changes Qwest is
proposing, how the process is working, etc. The process also allows for escalation to receive
disputes, if necessary.

Qwest will track changes to ass interfaces, products and processes. The CMP includes the
identification of changes and encompasses, as applicable, Qwest will process any such
changes in accordance with the CMP described in this document.

in cases of conflict between the changes implemented through the CMP and any CLEC
interconnection agreement (whether based on the Qwest SGAT or not), the rates, terms and
conditions of such interconnection agreement shall prevail as between Qwest and the CLEC
party to such interconnection agreement. In addition, if changes implemented through the CMP
do not necessarily present a direct conflict with a CLEC interconnection agreement, but would
abridge or expand the rights of a party to such agreement, the rates, terms and conditions of
such interconnection agreement shall prevail as between Qwest and the CLEC party to such
agreement.

The CMP is dynamic in nature and, as such, is managed through the regularly scheduled
meetings. The parties agree to act in Good Faith in exercising their rights and performing their
obligations pursuant to this CMP. This document may be revised, through the procedures
described in Section 2.0.

In cases of conflict between the changes implemented through the CMP and any CLEC
interconnection agreement (whether based on the Qwest SGAT or not), the rates, terms and
conditions of such interconnection agreement shaft prevail as between Qwest and the CLEC
party to such interconnection agreement. in addition, if changes implemented through the CMP
do not necessarily present a direct conflict with a CLEC interconnection agreement, but would

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

2 Throughout this document, the terms "inc1ude[s)" and "including" mean "including, but
not limited to.'
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abridge or expand the rights of a party to such agreement, the rates, terms and conditions of
such interconnection agreement shall prevail as between Qwest and the CLEC party to such
agreement.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application~to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

r Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'
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2.0 MANAGING THE CHANGE MANAGEMENT PROCESS

2.1 Managing the Change Management Process Document

The Change Management Process is dynamic in nature. Proposed modifications to the CMP
framework shall be originated by means of discussion at any of the regularly scheduled Monthly
Prodslot/Process GMP meetings (standing agenda item at~the Monthly F'reduct!F*rooess CMP
meetings).

The initiator of the change would send an email with the redlirled language and the reasons for
the request attached et feast 14 days in advance of the Product & Process CMP meeting. The
request initiator would present the proposal to the CMP participants. The parties would develop
a process for input into the proposed change. To incorporate a change into the CMP requires
unanimous agreement {as indicated by how, as defined by the voting process). Each proposal
will be assigned a unique tracking number. Date, version and history log for the CMP. Include
the proposal in the distribution package and on the agenda. The requested change will be
reviewed at one CMP meeting and voted on no earlier than the following CMP meeting.

2.2 Change Management Point-of-Contact (POC)

Qwest and each CLEC will designate primary and secondary change management Poc(s) who
wife serve as the official designees for matters regarding this CMP. The primary POC is the
official voting member, and a secondary (alternate) POC can vote in the absence of the primary
POC for each CLEC. CLECs and Qwest will exchange POC information including items such

4

g
Name
Title
Company
Tetephorne number
E-mail address
Fax number
Ce!! phone/Pager number

2.3 Change Management POC List

Primary and secondary CLEC POCs should be included in the Qwest maintained distribution
list. it is the CLEC responsibility to notify Qwest of any POC changes. The list will be made
available to all participating CLECs with the permission of the POCs.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

: Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to.'
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2.4 Qwest CMP Responsibilities

2.4.1 CMP Managers

The Qwest CMP Product/process Manager is the Qwest Product/process POC and is
responsible for properly processing submitted CRs, conducting the Monthly CMP
Product Process Meeting, assembling and distributing the meeting distribution package, and
ensuring minutes are written and distributed in accordance with the agreed-» upon timeline

The Qwest CMP Systems Manager is the Qwest Systems POC and is responsible for properly
processing submitted CRs, conducting the Monthly CMP Systems Meeting, assembling and
distributing the meeting distribution package, and ensuring minutes are written and distributed
in accordance with the agreed-upon timeline. The CMP Systems Manager also distributes the
list at CRs eligible for prioritization to Qwest and the CLECs for ranking, tabulates the rankings,
and forwards the resulting prioritization of the CRs to Qwest and the CLECs. In addition, the
CMP Systems Manager is responsible for coordinating the publication of any Qwest ass
Interface release notification schedules.

2.4.2 Change Request Project Manager (CRPM)

The Qwest CRPM manages CRs throughout the CMP CR lifecycle. The CRPM is responsible
for obtaining a clear understanding of exactly what deliverables the CR originator requires to
close the CR, arranging the CR nlariflcation meetings and coordinating necessary Subject
Matter Experts (SMEs) from within Qwest to respond to the CR and coordinate the participation
of the necessary SMEs in the discussions with the CLECs

2.4.3 Escalationlbispute Resolution Manager

The Escalation/Dispute Resolution Manager is responsible for managing escalations and
disputes in accordance with the CMP Escalation Process and Dispute Resolution Process.

2.5 Method of Communication

The method of communication is e-mail with supporting information posted to the web site when
applicable (see Section 3.3 Qwest Wholesale CMP Web Site). Communications sent by e-rriail
resulting from CMP will include in the subject line "CMP". Email communications regarding
document changes wilt include direct web site links to the related documentation.

Redlined PCATs and Technical Publications associated with product, process, and systems
changes will be posted to the Qwest CMP Document Review Web site,
http:I/www.qwest.oom/wholesale/cmp/review.html. For the duration of  the agreed upon
comment period CLECs may submit comments on the proposed documentation change. At the
Qwest CMP Document Review Web site CLECs may submit their comments on a specific

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

! Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
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document by selecting the "Submit Comments" fink associated with the document. The "Submit
Comments." link will take CLECs to an HTML comment template. If for any reason the "Submit"
bu t ton  on  the  s i te  does not function property, CLEC may submit  comments to
cmbcomm@qwest.com. After the conclusion of the applicable CLEC comment period Qwest
with aggregate all CLEC comments with Qwest responses and distribute to all CLECs via
Notification email within the applicable period.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

z Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'

l
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3.0 MEETINGS

Change Management meetings will be conducted on a regularly scheduled basis, at least two
consecutive days on a monthly basis. Meeting participants can choose to attend meetings in
person or participate by conference call.

Meetings are held to review, prioritize, manage the implementation of process and system
changes and address change management requests. Qwest will review the status of all
applicable change requests. The meeting may also include discussions of  Qwest's
development view.

CLEC's request for additional agenda items and associated materials should be submitted to
Qwest at least five (5) business days by noon (MST) in advance of the meeting. Qwest is
responsible for distributing the agenda and associated meeting materials at least three (3)
business days by noon (MST) in advance of the meeting. Qwest will be responsible for
preparing, maintaining, and distributing meeting minutes. Attendees with any walk-on items
should bring materials of the walk-on items to the meeting.

All attendees, whether in person or by phone, must identify themselves and the company they
represent.

Additional meetings may be held at the request of Qwest or any CLEC. Meeting notification
must contain an agenda plus any supporting meeting materials. These meetings should be
announced at least rave (5) business days prior to their occurrence. Exceptions may be made
for emergency situations.

3.1 Meeting Materials [Distribution Package] for Change Management Meeting

Meeting materials should include the following information:

Meeting Logistics
Minutes from previous meeting
Agenda
Change Requests and responses

New/Active
Updated
Log

issues, Action fems Log and associated statuses
Release Summary
12 Month Development View
Monthly System Outage Report
Any other material to be discussed

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to.'
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Qwest will provide Meeting Materials (Distribution Package) electronically by noon 3 business
days prior to the Monthly CMP Meeting. En addition, Qwest iii provide hard copies of the
Distribution Package at the Monthly CMP Meeting.

3.2 Meeting Minutes for Change Management Meeting

Qwest will take minutes. Qwest will summarize discussions in meeting minutes and include any
revised documénlt$ such as Issues. ActiorTitem$ and statuses.

Minutes should be distributed to meeting participants for comments or revisions no later than
five (5) business days by noon (MST) after the meeting. CLEC comments should be provided
within two (2) business days by noon (MST). Revised minutes, if CLEC comments are
received, should be distributed within nine (9) business days by noon (MST) after the meeting.

3.3 Qwest Wholesale CMP Web Site

To facilitate access to CMP documentation, Qwest will maintain CMP information on its web
site. The web site should be easy to use and updated in a timely manner. The Web site should
be a well organized central repository for CLEC notifications and CMP documentation. Active
documentation including meeting materials (Distribution Package), should be maintained on the
website. Change Requests and release notifications should be identified in accordance with
the agreed upon naming convention, to facilitate ease of identification. Qwest will maintain
closed and old versions of documents on the web site's Archive page for 18 months before
storing off line. information that has been removed from the web site can be obtained by
contacting the appropriate Qwest CMP Manager. At a minimum, the CMP web site wilt include:

Current version of Qwest CMP document describing the CMP's purpose and scope of
setting forth the CMP objectives, procedures, and timelines, including release life cycles.
Calendar of release dates
ass hours of availability

• Lirlks to related web sites, such as MA EDI, MA GUI. CEMR, and Notices
• Current CMP escalation process

CMP prioritization process description and guidelines
Change Request form and instructions to complete form

» Submitted and open Change Requests and the status of each
Responses to Change Requests and written responses to CLEC inquiries
Meeting (formal and informal) information for CMP monthly meetings and interim meetings
or conference calls, including descriptions of meetings and participants, agendas, minutes,
sign-up forms, and schedcies
A log of each type of change requests and associated status histories
Meeting materials (distribution package)
Meeting minutes
Release announcements and other CLEC notifications and associated requirements

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

r Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to.'
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9
Directory to CLEC notifications for the month
Business rules, SATE test case scenarios technical specifications, and user guides will be
provided via links on the CMP web site.
Contact information for the CMP POC list, including CLEC, Qwest and other participants
(with participant consent to publish contact information on web page).
Redlined PCAT and Technical Publications - see Section 2.5
Instruction for receiving CMP communications - see Section 2.5

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users
2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'
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4.0 TYPES OF CHANGE

A Change Request should fall into one of the following classifications:

4.1 Regulatory Change

A Regulatory Change is mandated by regulatory or legal entities, such as the Federal
Communications Commission (For), a state oommissioWauthority, or state and federal courts,
or as agreed to by Qwest and CLECs. Regulatory changes are not voluntary but are requisite
to comply with newly passed legislation, regulatory requirements, or court rulings. Either the
CLEC or Qwest may initiate the change request.

4.2 Industry Guideline Change

An Industry Guideline Change implements Industry Guidelines using a national implementation
timeline, if any. Either Qwest or the CLEC may initiate the change request. These guidelines
are industry defined by:

g

O

•

Q

•

Ailiarlce for Telecommunications industry Solutions (ATIS) Sponsored
Ordering and Billing Forum (OBF)
Local Service Ordering and Provisioning Committee (LSOP)
Telecommunications industry Forum (TCIF)
Electronic Oommeroe inter-exchange Committee (ECIC)
Electronic Data interface Committee (EDI)
American National Standards institute (ANSI)

4.3 Qwest Originated Change

A Qwest Originated change is originated by Qwest does not fall within the changes listed above
and is within the scope of CMP.

4.4 CLEC Originated Change

A CLEC Originates change is originated by the CLEC does not fall within the changes listed
above and is within the scope of CMP.

l Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

I Throughout this document, the terms "inc1ude{s)" and "including" mean "including, but
not limited to.'
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5.0 CHANGE REQUEST INMATlON PROCESS

5.1 CLEC-Qwest OSS Interface Change Request initiation Process

The change request initiator will complete a Change Request Form (see Appendix x) as
defined by the instructions on Qwest's CMP web site. The Change Request Form is also
located on Qwest's CMP web site.

A CLEC or Qwest seeking to change an existing OSS interface, to establish a new OSS
interface, or to retire an existing OSS interface must submit a change request (CR).

Regulatory or industry Guideline Change Request

The party submitting a Regulatory or industry Guideline CR must also include sufficient
information to justify the CR being treated as a Regulatory or industry Guideline CR in the CR
description section of the CR form. Such information must include specific references to
regulatory or court orders, legislation, or industry guidelines as well as dates, docket or case
number page or paragraph numbers and the mandatory or recommended implementation
date, if any. If a regulatory CR is implemented by a manual process and later it is determined
that a change in circumstance warrants a mechanized solution, the CR originator must provide
the evidence of the change in circumstance, such as an estimated volume increase or changes
in technical feasibility.

Qwest or any CLEC may submit Regulatory and industry Guideline CRS. Qwest will send
CLECs a notice when it posts Regulatory or industry Guideline CRs to the Web and identify
when comments are due, as described below. Regulatory and industry Guideline CRs will also
be identified in the CMP Systems Monthly Meeting Distribution Package. Not later than 8
business days prior to the Systems CMP Monthly meeting, any party objecting to the
classification of such CR as Regulatory or industry Guideline must submit a statement
documenting reasons why the objecting party does not agree that the CR should be classified
as Regulatory or industry Guideline change. Regulatory and industry Guideline CRs may not be
presented as walk-on items.

If Qwest or any CLEC has objected to the classification of a CR as Regulatory or industry
Guideline, that CR will be discussed at the next monthly Change Management Meeting. At that
meeting, Qwest and the CLECs will attempt to agree that the CR is Regulatory or industry
Guideline. At that meeting, if Qwest or any CLEC does not agree that the CR is Regulatory or
industry Guideline, the CR will be treated as a non-Regulatory, non-lndustry Guideline CR and
prioritized with the CL EC-originated and Qwest-originated CRS, unless and until the CR is
declared to be Regulatory or industry Guideline through dispute resolution. Final determination
of CR type will be made by the CLEC and Qwest designated representatives at that monthly
meeting, and documented in the meeting minutes.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'
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Implementation Plan for Regulatory CRs

If agreement is reached at the monthly CMP meeting that a CR constitutes a Regulatory
Change, then at that same meeting, Qwest will propose an implementation plan for compliance
with a regulatory mandate. The proposal will include the criteria that Qwest used to determine
the proposed method of implementation, including estimated volume, an estimated level of
effort for implementing a manual solution, and an estimated level of effort for implementing a
mechanized solution. Qwest will express the estimated levels of effort for these purposes in
terms of a range of hours required to implement. If relied upon, the criteria may also include
cost, estimated volume, number of CLECs, technical feasibility, parity with retail, or
effectiveness/feasibility of manual process.

If the difference between the midpoint of each range of the estimated levels of effort for
implementing the manual and mechanized solutions is less than 10% of the larger number and
Qwest did not rely upon other criteria in determining the proposed method of implementation,
then the decision regarding whether to implement the manual or mechanized solution will be
determined by the desires of the majority of the parties present at the monthly meeting where
the implementation plan is presented. For example, if Qwest did not rely on other criteria, this
provision applies where the midpoint of the level of effort for the mechanized solution is 2000
hours and the midpoint of the level of effort for the manual solution is 2200 hours, because the
difference is 200 hours, which is less than 10% of 2200, or 220. After the implementation plan
has been discussed at that meeting, Qwest will request that a representative of each CLEC and
Qwest indicate their preference for the manual or the mechanized solution, e.g., by a show of
raised hands. The determination wit/ be made by the majority of parties that express a
preference. The results will be reHected in the meeting minutes.

If Qwest is unable to fully implement a mechanized solution in the first release that occurs after
the CMP participants agree that a change has been mandated, Qwest's implementation plan for
the mechanized solution may include the short-term implementation of a manual work-around
until the mechanized solution can be implemented. In that situation, the CR to implement the
mechanized change will be treated as a Regulatory Change, notwithstanding the fact that a
manual work-around is required for some interim period, and Qwest will continue to work that
Regulatory CR until the mechanized solution is implemented.

Qwest's implementation plan for a manual solution may include a plan to implement a
mechanized solution when and if estimated volume for the functionality justifies implementation
of a mechanized solution. in that situation, a subsequent CR to implement the mechanized
change must be submitted when estimated volume justiNes implementation of the mechanized
solution and will be treated as a Regulatory Change only if the CLECs and Qwest agree to such
treatment. If the parties do not agree to treat such a CR as a Regulatory Change, it will be
treated as a non-Regulatory Change.

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
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CLECs and Qwest wit/ attempt to reach agreement on the implementation plan at the monthly
CMP meeting at which the proposed implementation is presented.

If any CLEC objects to the proposed implementation plan because it disagrees with Qwest's
assessment of the estimated volume, the CLEC must submit information to Qwest
demonstrating that Qwest's volume estimate should be revised. The CLEC shall submit such
information to Qwest within 5 business days after the monthly meeting.' Qwest spa/I consider
all such information submitted and determine whether a revision of its volume estimate is
appropriate. Within 10 business days after the monthly meeting, Qwest will notify CLECs via
the bailout process whether it has determined that a revision of the volume estimate is
appropriate. If it has revised the volume estimate, Qwest will include the revised volume
estimate and will state whether the revised volume estimate results in a change to Qwest's
estimated levels of effort to implement a manual and/or mechanized solution. If the volume
estimate is revised and the revision results in a change to Qwest's estimated levels of effort to
implement a manual and/or mechanized solution and/or Qwest's proposed implementation plan,
Qwest will include the revised estimated levels of effort and the revised implementation plan in
the nothlcation. This implementation plan will be presented at the next monthly CMP meeting.
CLECs and Qwest will attempt to reach agreement on the implementation plan at the monthly
CMP meeting at which the revised implementation is presented.

The final determination regarding the implementation plan will be made by Qwest with input
from CLECS, except where the estimated levels of effort for implementing the manual and
mechanized solutions are not significantly different and the decision regarding whether to
implement a manual or mechanized solution is determined by the CLECs, as set forth above. If
no CLECs object to the proposed plan at the monthly meeting where it is first presented, final
determinations will be made at that meeting and documented in the meeting minutes.

Qwest will present the proposed p/an at the next monthly meeting only if all of the to//owing
apply:

•

•

•

one or more CLECs object to the proposed plan at the monthly meeting where it is Hrst
presented,
one or more CLECs submit additional volume estimate information as set forth above, and
the additional information submitted by CLECs results in a revision to the implementation
plan.

If all of the above apply, resulting in a revised implementation plan, then Qwest will present the
revised implementation plan at the next monthly meeting. Final determinations regarding the

1 If necessary, a CLEC may indicate that such information is confidential by marking each page
with the word "Confidential " If Qwest receives informationpursuant to this provision that is
marked "Confidential", Qwest will not disclose such confidential information to any other CLEC,
but Qwest may use such confidential information to revise its demand estimate, if appropriate,
and may disclose its revised demand estimate.

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECsto their end users

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
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implementation plan will be made at that monthly meeting and documented in the meeting
minutes.

If any CLEC does not agree with the Final implementation plan, the objecting CLEC may initiate
dispute resolution under the CMP Dispute Resolution process.

A CR originator emails a completed CR form to the Qwest Systems CMP Manager within fwd
(2) business days after Qwest receives a complete CR: Qwest's CMP Manager assigns a CR
number and logs the CR into the CMP database.

• The Qwest CMP Manager forwards the CR to the CMP Group Manager.
» The Qwest CMP Manager sends acknowledgement cf receipt to the originator and updates

the CR database.

Within two (2) business days after acknowledgement:

• The Qwest CMP Manager posts the complete CR to the CMP web site.
The CMP Group Manager assigns a Change Request Project Manager (CRPM) and
identifies the appropriate director responsible for the CR.

• The CRPM obtains from the director the names of the assigned subject matter expert(s)
(SME).

• The CRPM will provide a copy of the detailed CR report to the CR originator which includes
the following information:
description of CR
originator
assigned CRPM contact information
assigned CR number
designated Qwest SMEs and associated director(s)

Within eight (8) business days of receipt of a complete CR, the CRPM will coordinate and hold
a clarification meeting with the originator and Qwest's SMEs. if the originator is not available
within the above specified time frame, then the clarification meeting will be held at a mutually
agreed upon time. Qwest may not provide a response to a CR until a clarification meeting has
been held.

At the clarification meeting, Qwest and the originator will review the submitted CR, validate the
intent of the originator's CR, clarify all aspects, identify all questions to be answered, and
determine deliverables to be produced. After the clarification meeting has been held, the
CRPM will document and issue meeting minutes within five (5) business days. Qwest's SME
will internally identify options and potential solutions to the CR.

CRs received three (3) weeks prior to the next scheduled CMP meeting will be presented at
that CMP meeting. At least one (1) week prior to that scheduled CMP meeting, the CRPM will
have the response posted to the web, added to CMP database, and will notify all CLECs via

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

z Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'
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email. CRs that are not submitted by the above specified cut~off date may be presented at that
CMP meeting as a walk-on item with current status. Qwest may not provide responses to these
walk-on requests until the next months CMP meeting. The originator will present its CR and
provide any business reasons for the CR. items or issues identified during the previously held
clarification meeting will be relayed. Participating CLECs wilt then be given the opportunity to
comment on the CR and subsequent clarifications, Clarifications and/or modifications related to
the CR will be incorporated. Qwest's SME will present options and potential solutions to the CR
if applicable. Consensus with be obtained from the participating CLECs as to the appropriate
direction solution for Qwest's SME to take in responding to the CR if appiicabte.

Qwest will review the CRs received prior to the cut off date and evaluate whether Qwest can
implement them. Qwest's responses will be one of the following:

"Accepted" (Qwest wilt implement the CLEC request) with position stated. If the CR is
accepted, Qwest will provide the following in its response:
• Determination and presentation of options of how the CR can be implemented

identification of the Level of Effort
» identification of any CR which is a duplicate, in part or whole, to the CR being

presented.
"Denied" (Qwest wilt not implement the CLEC or Qwest request) with basis for the denial, in
writing, including reference to substantiating material.. CLEGG-initiated OSS interfaces and
Product/Process change request may be denied for one or more of the following reasons.

Technologically not feasible-~» a technical solution is not available, (+)
Regulatory ruling/Legal implications--regulatory or legal reasons prohibit the change as
requested, implementing the request may negatively impact a performance
measurement (PID) incorporated into a performance assurance plan, or if the request
benefits some CLECs and negatively impact others (parity among CLECs) (Contrary to
ICA provisions) (+)
Qwest policy --the procedure is working, the requested change is not beneficial (more
objective, less subjective) (-)
Outside the Scope of the Change Management Process-the request is not within the
scope of 'the Change Management Process, requests for information (as defined in the
Master Red» line document) (+)
Economically not feasible--low demand, cost prohibitive to implement the request, or
both. (+)
Qwest will not deny a CR solely on the basis that the CR involves a change to the back-
end systems.

4 Qwest will apply these same concepts to CRs that they initiate.
SCRP may be invoked if e CR was denied due to Economically not feasible.

If CLECs do not accept Qwest's response, they may elect to escalate or dispute the CR in
accordance with the agreed upon CMP escalation or dispute resolution procedures. If the
originating CLEC does not agree with the determination to escalate or pursue the dispute

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

: Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'
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resolution, it may withdraw its participation from the CR and any other CLEC may become
resporlsibie for pursuing the CR upon providing written notice to the Qwest CMP Manager. If
the GLECs do not accept Qwest's response and do not intend to escalate or dispute at the
present time, they may request Qwest to status the CR as deferred. The CR will be statuses
deferred and CLECs may activate or close the CR at a later date.

At the monthly CMP meeting, the CR originator will provide an overview of its respective CR(s)
and Qwest will present either a sialus or its response.

At the last Systems CMP meeting before Prioritization, Qwest will facilitate the presentation of
all CRs eligible for Prioritization. At this meeting Qwest will provide a high level estimate of the
Level of Effort of each CR and the estimated total capacity of the release. This estimate will be
an estimate of the number of person hours required to incorporate the CR into the release.
Ranking will proceed, as described in Section 10.2. The results of the ranking will produce a
release candidate list.

5.2 CLEC-Qwest ass Interface Change Request Lifecycle

Based on the release candidate list, Qwest will begin its development cycle which includes the
following milestones:

5.2.1 Business and Systems Requirements

Qwest engineers define the business and functional specifications during this phase. The
specifications are completed on a per candidate basis in priority order. During business and
system requirements, any candidates which have affinities and may be more efficiently
implemented together will be discussed. Candidates with affinities are defined as candidates
with similarities in functions or software components. Qwest will also present any complexities,
changes in candidate size, or other concerns that may arise during business or system
requirements which would impact the implementation of the candidate. During the business and
systems requirement efforts, CRs may be modified or new CRS may be generated (by CLECs
or Qwest), with a request that the new or modified CRs be considered for addition to the
release candidate list (late added CRs). If the CMP body grants the request to consider the late
added CRs for addition to the release candidate list, Qwest will size the CR's requirements
work effort. If the requirements work effort for the late added CRs can be completed by the end
of system requirements, the release candidate list and the new CRs will be prioritized by
CLECs in accordance with the agreed upon prioritization Process (see Section t0.0). If the
requirements work effort for the late added GRs cannot be completed by the end of system
requirements, the CR will not be eligible for the release and*will be returned to the pool ef CRs
that are available for prioritization in the next OSS interface release.

. Throughout this document, OSS Interfaces are defined as existing or new gateways (including
app1ication-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users
z Throughout this document, the terms "include(s)" and "including" mean "including, but
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5.2.2 Packaging

At the conclusion of system requirements, Qwest will present packaging option(s) for
implementing the release candidates. Packaging options are defined as different combinations
of candidates proposed for continuing through the next stage of development. Packaging
options may not exist for the release. l.e. there may only be one straightforward set of
candidates to continue working through the next stage of development. Options may be
identified due to:

affinities in candidates
resource constraints which prevent some candidates from being implemented but allow
others to be completed.

Based upon additional information gathered during the business and systems requirement
phase, Qwest will provide an updated Level of Effort of each CR and the estimated total
capacity of the release. If more than one option is presented, a vote will be held within 2 days
after the meeting on the options. The option with the largest number of votes will continue
through the design phase of the development cycle.

•

e

5.2.3 Design

Qwest engineers define the architectural and code changes required to complete the work
associated with each candidate. The design work is completed on the candidates which have
been packaged.

5.2.4 Commitment

After design, Qwest will present a final list of candidates which can be implemented. Qwest will
provide an updated level estimate of the Level of Effort of each CR and the estimated total
capacity of the release. These candidates became the committed candidates for the release.

5.2.5 Code & Test

Qwest engineers wit! perform the coding and testing by Qwest required to complete the work
associated with the committed candidates. The code is developed and baselines before being
delivered to system test. A system test plan (system test cases, costs, schedule, test
environment, test data, etc.) is completed. The system is tested for meeting business and
systan requirements, certification is completed on the system readiness for production, and
pre-final documentation is reviewed and baselines. If in the course of the code and test effort,
Qwest determines that it cannot complete the work required to include a candidate in the
planned release, Qwest wilt discuss options with the CLECs in the next CMP meeting. Options
can include either the removal of that candidate from the list or a delay in the release date to
incorporate that candidate. If the candidate is removed from the list, Qwest will also advise the
CLECs whether or not the candidate could become a candidate for the next point release, with

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
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appropriate disclosure as part of the current major release of the ass interface. Alternatively,
the candidate will be returned to the pool of CRs that are available for prioritization in the next
OSS interface release.

5.2.6 Deployment

During this phase Qwest representatives from the business and operations review and agree
the system is ready for fol! deployment. The release is deployed and production support
initiated and conducted.

During any phase of the lifecycle, a candidate may be requested to be removed by the
requesting CLEC. If that occurs, the candidate will be discussed at the rem CMP meeting or in
a special emergency meeting, if required. The candidate wm only be removed from further
phases of development if there is unanimous agreement by the CLECs and Qwest at that
meeting.

When Qwest has corrlpieted development of the GSS interface change, Qwest will release the
OSS interface functionality into production for use by the CLECs.

Upon implementation of the ass interface release, the CRs will be presented for closure at the
next CMP monthly meeting.

5.2 CLEC Product Process Change Request Initiation Process

If a CLEC wants Qwest to change a Product:tlProcess the CLEC e-mails a completed Change
Request (CR) Form to the Qwest ProduWProcess CMP Manager. Within 2 business days
Qwest's Product process CMP Manager reviews CR for completeness, and requests additional
information from the CR originator, if necessary, within two (2) business days after Qwest
receives a complete CR:

The Qwest CMP manager assigns a CR Number and logs the CR into the CMP Database.
» The Qwest CMP Manager forwards the CR to the CMP Group Manager,

The Qwest CMP manager sends acknowledgment of receipt to the CR submitter and
updates the CMP Database.

Within two (2) business days after acknowledgement:

» The Qwest CMP Manager posts the complete CR to the CMP Web site
• The CMP Group Manager assigns a Change Request Project Manager (CRPM) and

identifies the appropriate Director responsible for the CR.
The CRPM obtains from the Director the names of the assigned Subject Matter Expert(s)
(SME).

• the CRPM will provide a copy of the detailed CR report to the CR originator which includes
the following information:

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
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0

0

Description of CR
originating CLEC
assigned CRPM contact information
assigned CR number
designated Qwest SMEs and associated director(s)
Within eight (8) business days after receipt of a complete CR, the CRPM Coordinates and
holds a Clarification Meeting with the Grigirlatirlg CLERC and Qwest's SMEs. if  the
originating CLEC is not available within the above specified time frame, then the clarification
meeting will be held at a mutually agreed upon time. Qwest will not provide a response to a
CR until a clarification meeting has been held,
At the Clarification Meeting, Qwest and the Originating CLEC review the submitted CR,
validate the intent of the Originating CLEC's CR, clarify all aspects, identify all questions to
be answered, and determine deliverables to be produced. After the clarification meeting
has been held, The CRPM will document and issue meeting minutes within five (5)
business days. Qwest's SME will internally identify options and potential solutions to the CR
CRs received three (3) weeks prior to the next scheduled CMP meeting will be presented at
that CMP Meeting. CRs that are not submitted by the above specified cut-off date may be
presented at that CMP meeting as a walk-on item with current status. The Criminating CLEC
will present its CR and provide any business reasons for the CR. items or issues identified
during the previously held Clarification Meeting will be relayed. Then, participating CLECs
will be given the opportunity to comment on the CR and subsequent clarif ications.
Clarifications and/or modifications related to the CR will be incorporated. Qwest's SME will
present options and potential solutions to the CR. consensus with be obtained from the
participating CLECs as to the appropriate direction/solution for Qwest's SME to take in
responding to the CR.
Subsequently, Qwest will develop a draft response based on the discussion from the
Monthly CMP Meeting. Qwest's Responses wilt be:
"Accepted" (Qwest will implement the CLEC request) with position stated, or
"Denied" (Qwest will not implement the CLEC request) with basis for the denial, in writing,
including reference to substantiating material. CLEM-iritiated OSS interfaces and
Product/process change request may be denied for one or more of the following reasons,

Technologically not feasible--a technical solution is not available, (+)
Regulatory ruling/Legal implications-reguiatory or legal reasons prohibit the change as
requested, impiementirlg the request may negatively impact a performance
measurement (pie) incorporated into a performance assurance plan, or if the request
benefits some CLECs and negatively impact others (parity among CLECs) (Contrary to
cA provisions) (+)

Qwest policy --the procedure is working, the requested change is not beneficial (more
objective, less subjective) (-)

• Outside the Scope of the Change Management Process--the request is not within the
scope of the Change Management Process, requests for information (as defined En the
Master Red-line document) (+)

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
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•

•

•

Economically not feasible  l ow demand, cost prohibitive to implement the request, or
both. (+)
Qwest will not deny a CR solely on the basis that the CR involves a change to the back-
end systems.
Qwest will apply these same concepts to CRs that they initiate.
SCRP may be invoked if a CR was denied due to Economically not feasible.
At least one (1) week prior to the nextscheduled CM p4neeting, The c13pm.wi1I have the
response posted to the Web, added to CMP Database, and will notify all CLECs via
email

All Qwest Responses will be presented at the next scheduled CMP meeting by Qwest, who will
conduct a walk through of the response. Participating CLECs will be provided the opportunity to
discuss, clarify and comment on Qwest's Response

Based on the comments received from the Monthly Meeting, Qwest' may revise its response
and issue a modified response at the next monthly GMP meeting. Within ten (18) business days
after the CMP meeting, Qwest will notify the CLECs of Qwest's intent to modify its response.

If the CLECs do not accept Qwest's response, any CLEC can erect to escalate the CR in
accordance with the agreed upon CMP Escalation or dispute resolution Procedures. If the
originating CLEC does not agree with the determination to escalate or pursue the dispute
resolution, it may withdraw its participation from the CR and any other CLEC may become
responsible for pursuing the CR upon providing written notice to the Qwest CMP manager.

If the CLECs do not accept Qwest's response and do not intend to escalate or dispute at the
present time, they may request Qwest to status the CR as deferred. The CR will be statuses
Deferred and CLECs may activate or close the CR at a later date.

4

•

C

The CLECs' acceptance of Qwest's response may result in:

The response answered the CR and no further action is required ;
The response provided an implementation plan for a product or process to be developed,
Qwest Denied the CLEC CR and no further action is required by CLEC.

If the CLECS have accepted Qwest's response, Qwest will provide notice of planned
implementation in accordance with time frames defined in the CMP. If necessary, Qwest may
request that CLECs provide input during the development stage. Qwest will then deploy the
Qwest recommended imptementatiorl plan.

After Qwest's revised/new product or process is placed into production: CLECs will have no
longer than 60 calendar days to evaluate the effectiveness of Qwest's revised/new product, or
process, provide feedback, and indicate whether further action is required. Continual process
improvement will be maintained.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users
2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
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Finally, the CR will be closed when CLECs determine that no further action is required for that
CR.
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6.0 ass INTERFACE RELEASE CALENDAR

Qwest will provide a rolling 12 month OSS lntertace release calendar in the distribution
package of the first scheduled CMP Systems Meeting of each quarter. The calendar will show
release schedules, for al! OSS interfaces within the scope of CMP starting in that quarter and
for a total of 12 months in the future. The schedule entries will be made when applicable for
application to application interfaces:

Q

•

Name of OSS interface
Date for CMP CR Submission Cutoff
Date for issuing Draft Release Notes
Date when Initial Notice for New Interfaces and interface Retirements will be issued: date
when comparable functionality will be available.
Date for issuing initial or Draft Technical Specifications
Comment cycle timeline
Prioritization, packaging and commitment timeline
Date for issuing Final Technical Specifications
Testing period
Date for issuing Final Release Notes
Planned Implementation Date
Release sunset dates

The release calendar wit! be posted on the CMP web site as a stand-atone document.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
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7.0 INTRODUCTION OF A NEW ass INTERFACE

The process for introducing a new interface will be part of the CMP. introduction of a new OSS
interface may include arm application-to-application or a Graphical User interface lour).

It is recognized that the planning cycle for a new interface, of any type, may be greater than the
time originally allotted and that discussions between CLECs and Qwest may be held prior to the
announcement of the new interface.

With a new interface, CLECs and Qwest may define the scope cf functionality introduced as
part of the OSS interface.

7.1 Introduction of a New Application~to-Appiication Interface

At least nine (9) months in advance of the target implementation date of a new application-to-
application interface, Qwest will issue a Release Announcement, post the Preliminary Interface
lmptementation Plan on Qwest's web site, and may host a design and development meeting.

7.1.1 Release Announcement

o

c

Where practicable, the Release Announcement and Preliminary interface implementation
Plan will include: Proposed functionality of the interface including whether the interface will
replace an existing interface
Proposed implementation time line (e.g., milestone dates, CLEClQwest comment cycle)
Proposed meeting date to review the Preliminary Interface Implementation Plan
Exceptions to industry guidelines/standards, if applicable
Planned Implementation Date

7.1 .2 CLEC CommentslQwest Response Cycle and Preliminary Implementation Plan
Review Meeting

CLECs have fourteen (14) calendar days from the initial release announcement to provide
written comments/questions on the documentation. Qwest will respond with written answers to
all CLEC issues within twenty-one (21) calendar days of the Initial Release Announcement.
Qwest will review these issues and its implementation schedule at the Preliminary
Implementation Plan Review Meeting approximately twenty-eight (28) calendar days after the
initial Release Announcement.

7.1.3 Initial Interface Technical Specification

Qwest will provide draft technical specifications at least one hundred twenty (120) calendar
days prior to implementing the release. In addition, Qwest will confirm the schedule for the
walk-through of technical specifications, CLEC comments, and Qwest response cyete.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

z Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'

Page 27



MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
INTERIM DRAFT _ Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01. 12-10-01.12-19-01. 01-03-02. 02-07-02. 02-20-02. 03-07-02. 04-04-02,
04-08-02

7.1.4 lnitiai Notification Content

This notification wit! contain:

0 Purpose
Logistical information (including a conference line) for walk-through
Reference to draft technical specifications, or web site
Additional pertinent material
CLEC Comment/Qwest Response cycle
Draft Connectivity and Firewall Rules
Draft Test Plan

7.1 .5 Walk Through of Draft Interface Technical Specifications

Qwest will sponsor a walk through, including the appropriate internal subject matter experts
(SMEs), beginning onehundred and ten (110) calendar days prior to implementation and
ending one-hundred and six (106) calendar days prior to implementation. A walk through will
afford CLEC SMEs the opportunity to ask questions and discuss specific requirements with
Qwest's technical team. CLECs are encouraged to invite their technical experts, systems
architects, and designers, to attend the walk through.

7.1 .6 Conduct Walk-through

Qwest will lead the review of technical specifications. Qwest technical experts will answer the
CLEC SMEs' questions. Qwest will capture action items such as requests for further
clarification. Qwest will follow-up on all action items.

7.1.7 CLEC Comments on Draft Interface Technical Specifications

If  the CLEC identif ies issues or requires clarif ication, the CLEC must send written
comments/concerns to the Systems CMP Manager no later than one-hundred and four (104)
calendar days prior to implementation.

7.1.8 Qwest Response to Comments

Qwest will review and respond with written answers to all CLEC issues, comments/concerns
and action items captured at the walk through, no later than one hundred (100) calendar days
prior to implementation. The answers will be shared with all CLECs, unless the CLECs
question(s) are marked proprietary. Any changes that may occur as a result of the responses
will be distributed to all CLECs in the final notification letter. The notification will include the
description of any char1ge(s) made as a result of CLEC comments. The change(s) will be
reflected in the Tina! technical specifications.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

" Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to.'
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7.1 .9 Final Interface Technical Specifications

Generally, no less than one hundred (100) calendar days prior to the implementation of the new
interface, Qwest will issue the Final Release Requirements to CLECs via web site posting and a
CLEC notification.

Final Release Requirements will include:

e Final Notification Letter, including:
Summary of changes from Qwest response to CLEC comments on Draft Technical
Specifications
If applicable, Indication of type of change (e.g., documentation change, business rule
change, clarification change)
Purpose
Reference to final technical specifications, or web site
Additional pertinent material
Final Connectivity and Firewall Rules
Final Test Plan (including Joint Testing Period)
Release date

Qwest's planned implementation date will not be sooner than one hundred (100) calendar days
from the date of the final release requirements. The implementation time line for the release will
not begin until final specifications are provided. Production Support type changes within the
thirty (30) calendar day test window can occur without advance notification but will be posted
within 24 hours of the change.

1.2 Introduction of a New GUI

Qwest will issue a Release Notification forty-five (45) calendar days in advance of the Release
Production Date. This will include:

Proposed functionality of the interface including whether the new interface will replace an
existing interface.
implementation time line (e.g., milestone dates, CLEC/Qwest comment cycle, Interface
overview date)
implementation date
Logistics for GUl Interface Overview

At least twenty-eight (28) calendar days in advance of the target implementation date of a new
Gui interface, Qwest will issue a Release Announcement. At a minimum, the Release
Announcement will include:

•

Draft User Guide
How and When Training will be administered

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
app1ication-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users
2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'
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7.2.1 Interface Overview

The interface Overview meeting should be held no later than twenty-seven (27) calendar days
prior to the Release Production Date. At the meeting, Qwest will present an overview of the
new interface.

7.2.2 CLEC Comments and Qwest Response

At least twenty-five (25) calendar days prior to the Release Production Date. CLECs must
forward their written comments and concerns to Qwest. Qwest will consider CLEC comments
and may address them with the release of the Final Notification.

7.2.3 Final Notification

Qwest will issue a final notice no less than twenty-one (21) calendar days prior to the Release
Production date. The final notice will include;

Q

•

•

A summary of  changes f rom the init ia l not ice, including type of  changes (e.g.,
documentation change, clarification, business rule change).
Final User Guide
Final Training information
Final implementation date.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

: Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."
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8.0 CHANGE TO EXlSTlNG ass INTERFACES

At the first CMP systems monthly meeting of each quarter, Qwest will also provide a rolling
twelve (12) month view of its OSS interface development schedule.

Qwest standard operating practice is to implement 8 major releases and 3 point releases (for
MA only) within a calendar year. Unless mandated as a Regulatory Change, Qwest will

implement no more than four (4) releases per MA OSS Interface requiring coding changes to
the CLEC interfaces within a calendar year. The Major release changes should occur no less
than three (3) months apart.

App!ication-to-Application ass Interface

Qwest will support the previous major Interconnect Mediated Access (MA) EDI release for six
(6) months after the subsequent major MA EDI release has been implemented. Past Releases
of MA EDI will only be modified as a result of production support changes. When such
production support changes are made, Qwest will also modify the related documentation.. All
other changes become candidates for future EMA EDI releases.

Qwest makes one Release of the Electronic Bonding~Trouble Administration (EBTA) and billing
interfaces available at any given time, and will not support any previous Releases.

Graphical User Interface (GUI)

Qwest makes one Release of a GUI available at any given time and will not support any
previous Releases,

MA GUI changes for a pre-order or ordering will be implemented at the same time as an MA
EDI release.

8.1 Appiication-to-Application Interface

This section describes the timelines that Qwest, and any CLEC choosing to implement on the
Qwest Release Production Date, will adhere to in changing existing interfaces? For any CLEC
not choosing to implement on the Qwest Release Production Date, Qwest and the CLEC will
negotiate a mutually agreed to CLEC implementation time line, including testing.

J For a CLEC converting from a prior release, the CLEC implementation date can be no earlier
than the weekend after the Qwest Release Production Date, if production LSR conversion is
required.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
app1ication-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

' Throughout this document, the terms "inc1ude(s)" and "including mean "including, but
not limited to.'

Page 33



MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
INTERIM DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01. 12-10-01,12-19-01. 01-03-02. 02-07-02. 02-20-02. 03-07-02. 04-04-02,
04-08-02

8.1.1 Draft Interface Technical Specifications

Prior to Qwest implementing a change to an existing interface, Qwest wilt notify CLECs of the
draft Technical Specifications. Qwest will provide draft technical specifications at least seventy-
three (73) calendar days prior to implementing the release unless are exception has been
granted (see Section 8.0) Technical specifications are documents that provide information the
CLECs need to code the interface. CLECs have eighteen (18) calendar days from the initial
publication of draft technical specifications to provide written comments/questions on the
documentation.

8.1 .2 Content of Draft Interface Technical Specifications

The Notification letter will contain:

Written summary of change(s)
Target time frame for implementation

Draft Technical Specifications documentation, or instructions on how to access the draft
Technical Specifications documentation on the Web site.

4

8.1.3 walk Through of Draft Interface Technical Specifications

Qwest will sponsor a walk through, including the appropriate internal subject matter experts
(SMEs), beginning sixty-eight (68) calendar days prior to implementation and ending no less
than fifty~eight (58) calendar days prior to implementation. A walk through will afford CLEC
SMEs the opportunity to ask questions and discuss specific requirements with Qwest's
technical team. CLECs are encouraged to invite their technical experts, systems architects, and
designers, to attend the walk through.

8.1.3.1 Walk through Notification Content

This notification will contain:

Purpose
Logistical information (iriciuding a conference line)
Reference to draf t technical specif ications, or reference to a web site with draf t
specifications
Additional pertinent material

8.1 .3.2 Conduct the Walk-through

Qwest will lead the review of technical specifications. Qwest technical experts will answer the
CLEC SMEs' questions. Qwest will capture action items such as requests for further
clarification. Qwest will follow-up on all action items and notify CLECs of responses 45 calendar
days prior to implementation.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

: Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'
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8.1.4 CLEC's Comments on Draft Interface Technical Specifications

If the CLEC identifies issues or requires clarification, the CLEC must send written comments to
the Systems CMP Manager no less than fifty-five (55) calendar days prior to implementation.

8.1.5 Qwest Response to Comments

Qwest will review and respond with written answers to all CLEC issues, comments/ccrrcems no
less than forty-five (45) calendar days prior to implementation, The answers will be shared with
all CLECs, unless the CLECs question(s) are marked proprietary. Any changes that may occur
as a result of the responses will be distributed to all CLECs in the same notification letter. The
notification will include the description of any charige(s) made as a result of CLEC comments.
The change(s) will be reflected in the final technical specifications.

8.1 .e Final Interface Technical Specifications

The notification letter resulting from the GLEC's comments from the Initial Release Notification
will constitute the Final Technical Specifications. After the Final Technical Specifications are
published, there may be other changes made to documentation or the coding that is
documented in the form of addenda. The following is a high level overview of the current
disclosure, release and addendum process:

Draft Developer Worksheets ~- 45 days prior to a release the draft Developer Worksheets
are made available to the CLEC's.
Final Disclosure - 5 weeks prior to a release the Final Disclosure documents, including l
charts and developer worksheets are made available to the CLECS.
Release Day -~ On release day only those CLECs using the MA GUI are required to cut
over to the new release.
1st Addendum - 2 weeks after the release the is* addendum is sent to the CLECs.
Subsequent Addendum's - Subsequent addendum's are sent to the CLECs after the
release as needed. There is no current process and timeline.

• EDI CLECs - 6 months after the release those CLECs using EDI are required to cut over to
the new release. CLECs are not required to support all new releases.

8.1.7 Content of Final Notification Letter

The Final Release will include the following:

• Reference to Final Technical Specifications, or web site
a Qwest response to CLEC comments

Summary of changes from the prior release, including any changes made as a result of
CLEC comments on Draft Technical Specifications

» Indication of type of change (e.g., documentation change, business rule change, clarification
change)

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
applieation-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

z Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'
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• Final Joint Test Plan including transactions which have changed
Joint Testing Period
Release date

Qwest's planned implementation date will be at least forty-five (45) calendar days from the date
of the final release requirements, unless the exception process has been invoked. The
implementation time line for the release wilt not begin until final specifications are provided.
Production Support type of changes that occur within the thirty (30) calendar day test window
can occur without advance notification but will be posted within 24 hours of the change.

8.1 .8 Joint Testing Period

Qwest will provide a thirty (30) day test window for any CLEC who desires to jointly test with
Qwest prior to the Release Production Date.

8.2 Graphical User Interface (GUI)

8.2.1 Draft GUI Release Notice

Prior to Emp!ementation of a change to an existing interface, Qwest will notify CLECs of the draft
release notes and the planned implementation date.

Notification will occur at least twenty-eight (28) calendar days prior to implementing the release
unless an exception has been granted. This notification will include draft user guide information
if necessary.

CLECs must provide comments/questions on the documentation no less than twenty-five (25)
calendar days prior to implementation.

Final notice for the release will be published at least twenty-one (21) calendar days prior to
production release date.

8.2.2 Content of Draft Interface Release Notice

The notification will contain:

• Written summary of change(s)
Target time frame for implementation
Any cross-reference to draft documentation such as the user guide or revised user guide
pages.

8.2.3 CLEC Comments on Draft Interface Release Notice

Any CLEG comments must be submitted in writing to the Systems CMP Manager.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

5 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'
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8.2.4 Qwest Response to Comments

Qwest will consider CLEC comments and may address them in the final GUI release notice
within four (4) calendar days after receipt of CLl8C comments.

8.2.5 Sontent of Final Interface release Notice

CLEC comments to the draft notice may be incorporated into the final notice, which shall
include:

o

Final notification letter
Summary of changes from draft interface release notice
Final user guide (or revised pages)
Release date

Qwest's planned implementation date will be no later than twenty-one (21) calendar days from
the date of the final release notice. Qwest will post this information on the CMP web site.
Production support type changes that occur without advance notification will be posted within
24 hours of the change. The implementation time line for the release will not begin until all
related documentation is provided.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

z Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to.'
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
INTERIM DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11-1.01, 11-8-01, 11.16-01,

11-29-01. 12-10-01.12-19-01. 01-03-02. 02-07-02. 02-20-02. 03-07-02. 04-04-02,
04-08-02

9.0 RETIREMENT OF EXISTING OSS INTERFACES

The retirement of an existing OSS interface occurs when Qwest ceases to accept transactions
using a specific OSS interface. This may include the removal of a Graphical User interface
(GUI) or a protocol transmission of information (Application-to~Application) interface.

9.1 Application-to-Application ass Interface

9.1.1 Initial Retirement Plans

At least nine (9) months before the retirement date of Appiication-to-Application interfaces,
Qwest will share the retirement plans via web site posting and CLEC notif ication. The
scheduled new interface is to be in a CLEC certified production release prior to the retirement of
the older interface.

Alternatively, Qwest may choose to retire an interface if there is no CLEC usage of that
interface for the most recent three (3) consecutive months. Qwest will provide thirty (30)
calendar day notification of the retirement via web posting and CLEC notification.

9.1.2 Initial Retirement Notice to CLECs:

Initial Retirement Notices wit! include:

•

The rationale for retiring the ass interface
Available aitemative interface options for existing functionality
The proposed detailed retirement time line (e.g., milestone dates, CLEC~Qwest comment
and response cycle)
Targeted retirement date

9.1 .3 CLEC Comments to initial Retirement Notice

CLEC comments to the Initial Retirement Notice are due to Qwest no later than fifteen (15)
calendar days following the Initial Retirement Notice.

9.1.4 Comparable Functionality

Unless otherwise agreed to by Qwest and a CLEC user, when Qwest announces the retirement
of an interface for which a comparable interface does or will exist, a CLEC user will not be
permitted to commence building to the retiring interface. CLEC users of the retiring interface
will be grandfathered until the retirement of the interface. Qwest will ensure that an interface
with comparable functionality is available no less than six months prior to retirement of an
Application~to-Application interface.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."
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9.1.5 Final Retirement Notice

The Final Retirement Notice will be provided to CLECs no later than two-hundred and twenty-
eight (228) calendar days prior to the retirement of the application~to-application interface. The
Final Retirement Notice will contain:

The rationale for retiring the OSS interface (e.g., no usage or replacement)
If applicable, where the replacement functionality will reside in a new interface and when the
new interface has been certified by a CLEC
Qwest's responses to CLECs' comments/concerns
Actual retirement date

9.2 Graphical User Interface (Gun

9.2.1 Initial Retirement Plans

At least two (2) months En advance of the target retirement date of a GUI, Qwest will share the
retirement plans via web site posting and CLEC notification. The scheduled new interface is to
be in a CLEC certified production release prior to the retirement of the older interface.

Alternatively, Qwest may choose to retire an interface if there is ne CLEC usage of that
interface for the most recent three (3) consecutive months. Qwest wt!! provide thirty (30)
calendar day notification of the retirement via web posting and CLEC notification.

9.2.2 Initial Retirement Notice to CLECs:

Initial Retirement Notices will include:

c

C

The rationale for retiring the OSS Interface
Available alternative interface options for existing functionality
The proposed detailed retirement time line (e.g., milestone dates, CLEM-Qvest comment
and response cycle)
Targeted retirement date

9.2.3 CLEC Comments to Initial Retirement Notice

CLEC comments to the Initial Retirement Notice are due to Qwest no later than fifteen (15)
calendar days following the Initial Retirement Notice.

9.2.4 Comparable Functionality

Qwest will ensure comparable functionality no less than thirty-one (31) days before retirement
of a GUI.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

: Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'
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9.2.5 Final Retirement Notice

The Final Retirement Notice will be provided to CLECs no Eater than twenty-one (21) calendar
days following the initial retirement notice for GUl retirements. The Final Retirement Notice will
contain:

•

o

The rationale for retiring the OSS Interface (e.g., no usage or replacement)
If applicable, where the replacement functionality iii reside in a new interface and when the
new interface has been certified by a CLEC
Qwest's responses to CLECs' comments/concerns
Actual retirement date

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

5 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to.'
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
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04-08-02

10.0 PRIORITIZATION

Each OSS interface and Test Environment release is prioritized separately. if the Systems CMP
Change Requests for any interface or test environment do not exceed release capacity, no
prioritization for that release is required. The prioritization process provides an opportunity for
CLECs to prioritize CLEC and Qwest originated OSS interface change requests (CRs). CLEC
or Qwest originated CRs for introduction of a new interface or retirement of an existing interface
are not subject to prioritization and will follow 81a introduction or retirement processes outlined
in Sections 7.o and 9.0, respectively.

10.1 Regulatory and Industry Guideline Change Requests

Regulatory and Industry Guideline changes, are defined in Section 4.0. , Separate procedures
are required for prioritization of CRs requesting Regulatory and industry Guideline changes to
ensure that Qwest can comply with the recommended or required implementation date, if any.
The process for determining whether a CR is Regulatory Change or industry guideline is set
forth in Section 5.1.

Qwest wit! send CLECs a notice when it posts Regulatory or Industry Guideline CRs to the Web
and identify when comments are due, as described in Section 5.1. Regulatory and Industry
Guideline CRs will also be identif ied in the CMP Systems Monthly Meeting Distribution
Package.

10.1.1 Regulatory Changes

For Regulatory Changes, Qwest will implement changes no later than the time specified in the
legislation, regulatory requirement, court ruling, or PAP, If no time is specified, Qwest will
implement the change as soon as practicable. For Regulatory changes arising from a PAP,
Qwest will implement changes no later than the date on which the applicable standard becomes
effective.

Regulatory CRs will be ranked with as! other CRs. If the implementation date for a Regulatory
CR requires all or a part of the change to be included in the upcoming Major Release, the CR
will not be subject to ranking and will be automatically included in that Major Release.

10.1.2 Industry Guideline Changes

For Industry Guideline changes, Qwest will use the national implementation timeline, if any. If
no national implementation timeline is specified, Qwest will implement any related changes as
soon as practicable, taking into account the benefit of the guideline change and CLEC input
regarding the implementation timeline.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

r Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."
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Industry Guideline CRs will be ranked with all other CRs. If the recommended implementation
date for a Industry Guideline CR requires all Cr a part of the change to be included in the
upcoming Major Release, the CR will not be subject to ranking and will be automatically
included in that Major Release, unless Qwest and GLECs unanimously agree otherwise.

10.1.3 Regulatory and Industry Guideline Change Implementation

When more than one Major Release is scheduled before the marldated"'or recommended
implementation date for a Regulatory or industry Guideline CR, Qwest will present information
to CLECs regarding any technical, practical, or development cycle considerations, as part of the
CR review and up to the packaging options, that may affect Qwest's ability to implement the CR
in any particular Major Release. At the monthly CMP meeting where the Regulatory or Industry
Guideline CR is presented, Qwest will advise CLECs of the possible scheduled releases in
which Qwest could implement the CR and the CLECs and Qwest will determine how to allocate
those CRs among the available Major Releases, taking into account the information provided by
Qwest regarding technical, practical, and/or development considerations. If the Regulatory or
industry Guideline CR is not included in a prior release, it will be implemented in the latest
release specified by Qwest.

10.2 Prioritization Process

10.2.1 Prioritization Review

At the last Monthly Systems CMP Meeting before Prioritization, Qwest will facilitate a
Prioritization Review including a discussion for all CRs eligibles for prioritization in a major
release. Qwest will distribute all materials live (5) calendar days prior to the prioritization
review. The materials will include:

Agenda
Summary document of all CR candidates eligible for prioritization. (see Appendix A -
Sample - MA 11.0 Rank Eligible CRs)

Both CLECs and Qwest should have appropriate subject matter experts in attendance at the
Prioritization Review. The review and discussion meetings are open to all CLECs.

The Prioritization Review objectives are to:

Introduce newly initiated CLEC and Qwest OSS Interface and test environment change
requests.

J Eligible CR's are Qwest and CLEC initiated CR's as defined in Seetion X . [This definition may
change depending on how the CMP Redesign Team resolves regulatory and industry
guideline changes]

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
app1ication-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users
5 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to.'
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o Allow CLECs and Qwest to prioritize eligible OSS Interface or test environment change
requests by providing specific input as to the relative importance that CLECs, as a group,
and Qwest assign to each such change request.

10.2.2 Ranking

within three (3) business days following the CMP Meeting that includes the Prioritization
Review, Qwest will distribute the Prioritization Foam for ranking. Ranking should be conducted
according to the following guidelines:

Each CLEC and Qwest may submit one numbered ranking of the Release Candidate List.
The ranking must be submitted by the primary Point of Contact (too, the secondary too,
or CMP Team Representative). The ranking will be submitted to the Qwest Systems CMP
Manager in accordance with the guidelines described in Section 10.2.3 below. Refer to
Appendix B: Sample .- MA 11.0 Initial Prioritization Form
Qwest and each CLEC ranks each change request on the Release Candidate List by
providing a point value from 1 through n, where n is the total quantity of CRs. The highest
point value should be assigned to the CR that Qwest and CLECs wish to be implemented
first. The total points will be calculated by the Qwest Systems CMP Manager and the
results will be distributed to the CLECs in accordance with the Prioritization Process
described in Section 10.2.3 below. Refer to Appendix C - Sample - MA 1t.0 Prioritization
List.

10.2.3 Ranking Tabulation

CLECs and Qwest who choose to vote must submit their completed Prioritization Form via e-
mail within three (3) business days following Qwest's distribution of the Prioritization Form.
Within two (2) business days following the submission of ranking, Qwest will tabulate all
rankings and e-mail the resulting initial Prioritization List to the CLECs. The results will be
announced at the next scheduled CMP Monthly Meeting. Prioritization is based on the results of
the votes received by the deadline. Based on the outcome of the final ranking of the CR
candidates. an initial Prioritization List is produced. Qwest will place in order the candidates
based on the ranking responses received by the deadline.

10.2.4 Ranking of Late Added CRs

For those late added CRs that are eligible for inclusion, as a candidate, in the most recently
prioritized release (Section 10.2.4), the prioritization process will be as follows.

Within three (3) business days following the CMP Meeting that resulted in the decision to
include the la@ added CR as a candidate in the recently prioritized release, Qwest will
distribute the late added CR for ranking, along with the initial prioritization.
Each CLEC and Qwest may submit a suggested rank for the late added CR. The suggested
rank will be the number, from 1-n, corresponding to the position on the initial Prioritization
List that the CLEC or Qwest believes the late added CR should be inserted.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users
z Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'
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CLECs and Qwest who choose to vote must return their suggested rank for the late added
CR via e-mail within three (3) business days following Qwest's distribution of the late added
CR for ranking.

Within two business days following the return of the suggested rank, Qwest will tabulate the
results by averaging the returned suggested ranks for the late added CR. Qwest will insert the
late added CR into the initial Prioritization List at the resulting point on the list and will renumber
the remaining candidates on the list based on this insertion. Qwest will e-mail the newly
resulting Initial Prioritization List to the CLECs. The results will be announced at the next
scheduled CMP Monthly Meeting.

10.3 Special Change Request Process (SCRP)

In the event that a Systems CR is not ranked high enough in prioritization for inclusion in the
next Release, the CR originator may elect to invoke the CMP Special Change Request Process
(SGRP) as described in this section. The SCRP does not supersede the process defined in
Section 5.0 (Change Request Initiation Process).

To invoke the SCRP, the CR originator must send an e-mail to the Qwest CMP SCRP
mailbox (URL TBD). The subject line of the e-mail message must include:

"SCRP REQUEST"
CR originator's company name
CR number and title

The text of the e-mail message must include a description of the CR, CR origirlater's name
phone number, and e-mail address, and the circumstances which have necessitated the
invocation of the SCRP.

Qwest will acknowledge receipt of the complete SCRP e-mail with a confirmation e-mail no later
than two (2) business days following receipt of the SCRP e-mail. If the SCRP e~ma3l does not
contain the required information, Qwest will notify the originator within two (2) business days
following receipt of the SCRP e-mail requesting information not included in the original SCRP e-
mail. When the SCRP e-mail is complete, the confirmation e-mail will include:

Date and time of receipt of complete SCRP e-mail
Date and time of confirmation e-mail
SCRP title and number
The name, telephone number and e-mail of the Qwest contact assigned to process the
SCRP

Within ten (10) business days after the confirmation e-mail, Qwest will schedule and hold a
meeting to work with the SCRP Originator to prepare the SCRP form.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users
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SCRP may be invoked prior to prioritization. Analysis on the cost would be done for a fee.
CLEC may decide to invoke SCRP process up to 5 days after prioritization results are posted. If
the estimate increases, Qwest will communicate the cost increase. If the CLEC chooses to
cancel the request during the process, the CLEC will pay all costs incurred by Qwest up to that
point.

This form shalt be accompanied by the non-refundable Processing Fee specified in Attachment
X. The form will request, and the originator will need to provide the following information as well
as any additional information that may be helpful in describing and analyzing SCRP originator's
request:

[information TBD]

As soon as feasible, but in any case within (x) business days after receipt of a completed SCRP
form, Qwest will provide the SCRP originator with a SCRP quote. The SCRP quote will, at a
minimum, include the following information:

A description of the work to be performed
o Development costs

Targeted release
[Additional elements TBD]Qwest agrees with AT&T Comments

The SCRP originator has (x) business days, upon receipt of the SCRP quote, to either agree to
purchase under the quoted price or cancel its SCRP.

Once development work has begun, if at any time the SGRP originator decides to cancel the
SCRP, the SCRP originator will pay Qwest's reasonable development costs incurred in
providing the requested functionality.

An time intervals within which a response is required from one Party to another under this
Section are maximum time intezvais. Each Party agrees that it will provide ail responses in
writing to the other Party as soon as the Party has the information and analysis required Te
respond, even if the time interval stated herein for a response is not over.

The foregoing process applies to Qwest and CLEC originated CRs. in the event a Qwest CR is
submitted through this process, Qwest agrees that it will not divert IT resources available to
work on the systems CRs for the next Release to support Qwest's SCRP request. Like CLECs,
Qwest will have to apply separate, additional resources to CR it seeks to implement through the
SCRP.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users
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11.0 APPLICATION-TO-APPLICATION INTERFACE TESTING

If CLEC is using an application-to-application interface, CLEC must work with Qwest to certify
the business scenarios that CLEC wit! be using in order to ensure successful transaction
processing in production. if multiple CLECs are using a service bureau provider, the service
bureau provider need only be certified for the first participating CLEC; subsequent CLECs using
the service bureau provider need riot be certified. Qwest and CLEC shall mutually agree to the
business scenarios for which CLEC requires certification. Certification wilt be granted for the
specified release of the application-to-application interface. If CLEC is certifying multiple
products or services, CLEC has the option of certifying those products or services serially or in
parallel if technically feasible.

New releases of the application-to-application interface may require re-certification of some or
all business scenarios. A determination as to the need for re-certification will be made by the
Qwest coordinator in conjunction with the release manager of each release. Notice of the need
for re-certification will be provided to CLEC as the new release is implemented. The suite cf re-
certif ication test scenarios will be provided to CLEC with the initial and final Technical
Specifications. If CLEC is certifying multiple products or services, CLEC has the option of
certifying those products or services serially or in parallel, if technically feasible. If multiple
CLECs are using a service bureau provider, the service bureau provider need only be re~
certified for the first participating CLEC; subsequent CLECs using the service bureau provider
need not be re-certified.

Qwest provides a separate Customer Test Environment (CTE) for the testing of transaction
based application-to-application interfaces for pre-order, order. and maintenance/repair. The
CTE will be developed for each major release and updated for each point release that has
changes that were disclosed but not implemented as part of the major release. Qwest will
provide test files for batch/file interfaces (e.g. billing). The CTE for Pre-order and Order
currently includes:

Stand Alone Test Environment (SATE)
Interoperability Testing
Controlled Production Testing

The CTE for Maintenance and Repair currently includes:

CMIP Interface Test Environment (MEDIACC)

Qwest provides initial implementation testing [intended for those CLECs that are not currently in
production or that want to test new ordering or pre~ordering transactions for which they have
not been through testing - move to Terms], and migration testing (from one version to the next)
for all types of ass Interface change requests. Controlled Production Testing is also provided
for Pre-Order and Order. Such testing provides the opportunity to test the code associated with

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
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those OSS Interface exchange requests. The CTE will also provide the opportunity for
regression testing of OSS Interface functionality,

11.1 Testing Process

Qwest will send an industry notification, including testing schedules (see Section 8.0 -»  Changes
to Existing ass interfaces), to CLECS so they may determine their intent to participate in the
test. CLECs wishing to test with Qwest must participate in at least one joint plannhig session
and determine;

Connectivity (required)
» Firewall and Protocol Testing (required)

Controlled Production (required)
Production Turn-up (required)
Test Schedule (required)

A joint CLEC-Qwest test plan may also include some or all of the following based on type of
testing requested:

Requirements Review
Test Data Development

o Progression Testing Phase

Qwest will communicate any agreed upon changes to the test schedule. CLECs are responsible
for establishing and maintaining connectivity to the CTE.

Provided a CLEC uses the same software components and similar connectivity configuration as
it uses in production, the CLEC should, in general, experience response times similar to
production. However, this environment is not intended for volume testing. The CTE contains
the appropriate applications for pre-ordering and Local Service Request (LSR) ordering up to
but not including the service order processor. Qwest intends to include the service order
processor as part of the SATE component of the CTE by the end of 2002. Production code
problems identified in the test environment will be resolved by using the Production Support
process as outlined in Section 12.0.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users
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12.0 PRODUCTION SUPPORT

12.1 Notification of Planned Outages

Planned Outages are reserved times for scheduled maintenance to Operations Support
Systems (OSS). Qwest sends associated Notifications to all CLECs. Planned Outage
Notifications must include:

identification of the subject ass.
Description of the scheduled OSS maintenance activity.
impact to the CLECs (Ag. geographic area, products affected, system implications, and
business implications).
Scheduled date and scheduled start and stop times.
Work around, if applicable.
Qwest contact for more information on the scheduled OSS maintenance activity.

Planned Outage Notifications will be sent to CLECs and appropriate Qwest personnel within 2
days of the scheduling of the ass maintenance activity.

12.2 Newly Deployed ass Interface Release

Following the release production date of an ass Interface change, Qwest will use production
procedures for maintenance of software as outlined below. Problems encountered by the CLEC
should be reported to the IT Wholesale Systems Help Desk (IT Help Desk). Qwest will monitor,
track, and address troubles reported by CLECs or identified by Qwest, as set forth in Section
12.X. Problems reported will be known as IT Trouble Tickets. A week after the deployment of
an MA Release into production, Qwest will host a conference call with the CLECs to review any
identified problems and answer any questions pertaining to the newly deployed software. Qwest
will follow CMP process for documenting the meeting (includes issues/action items and
status/solution). issues will be addressed with specific CLECs and results/status will be
reviewed at the next Monthly OSS CMP Meeting.

12.3 Request for a Production Support Change

The IT Help Desk supports Competitive Local Exchange Carriers who have questions regarding
connectivity, outputs, and system outages. The IT Help Desk serves as the first point of
contact for reporting trouble. If the IT Help Desk is unable to assist the CLEC, it will refer
information to the proper subject matter expert, also known as Tier 2 or Tier 3 support, who
may call the CLEQ directly. Qften however, an IT Help Desk representative will oontaot the
CLEC to provide information or to confirm resolution of the trouble ticket.

Qwest will assign each CLEC-generated and Qwest-generated IT Trouble ticket a Severity
Level 1 to 4, as defined in Section 12.X. Severity 1 and Severity 2 IT trouble tickets will be
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implemented immediately by means of an emergency release of process, software or
documentation (known as a patch). If Qwest and CLEC deem implementation is not timely, and
a work around exists or can be developed, Qwest will implement the work around in the interim.
Severity 3 and Severity 4 IT trouble tickets may be implemented when appropriate taking into
consideration upcoming patches, major releases and point releases and any synergies that
exist with work being done in the upcoming patches, major releases and point releases.

The first time a trouble is reported by Qwest or CLEC, the Qwest IT Help Desk will assign a IT
Trouble Ticket tracking number, which will be communicated to the CLEC at the time the CLEC
reports the trouble. The affected CLEC(s) and Qwest will attempt to reach consensus on
resolution of the problem and closing the IT Trouble Ticket. If no consensus is reached, any
party may use the Technical Escalation Process. When the IT Trouble Ticket has been closed,
Qwest will notify CLECs with one of the following disposition codes:

• No Trouble Found - to be used when Qwest investigation indicates that no trouble exists in
Qwest systems.

4 Trouble to be Resolved in Patch - to be used when the IT Trouble Ticket will be resolved in
a each. Qwest will provide a date for implementation of the patch. This is typically applied
to Severity 1 and Severity 2 troubles, although Severity 3 and Severity 4 troubles may be
resolved in a patch where synergies exist.
CLEC Should Submit CMP CR - to be used when Qwest's investigation indicates that the
System is working pursuant to the Technical Specif ications (unless the Technical
Specifications are incorrect), and that the IT Trouble Ticket is requesting a systems change
that should be submitted as a CMP CR.

» Date TBD - to be used when the IT T'roubie Ticket is not scheduled to be resolved in a
patch or change, but Qwest may resolve in a patch, release, or otherwise, if possible where
synergies exist. This disposition is applied to Severity 3 and Severity 4 troubles.

Qwest will track "Date TBD" trouble tickets and report status and resolution of these trouble
tickets and associated systems work on its CMP website. The status of these trouble tickets
will be regularly discussed in CMP meetings.

For "Date TBD" trouble tickets, either Qwest or a CLEC may initiate the Change Request to
correct the problem. (See Section 5.0 for CR Initiation.) If the initiating party knows that the CR
relates to a trouble ticket, it will identify the trouble ticket number on the CR.

Instances where Qwest or CLECs misinterpret Technical! Specifications ardor business rules
must be addressed on a case-by-case basis. All parties will take all reasonable steps to ensure
that any disagreements regarding the interpretation of a new or modified OSS Interface are
identified and resolved during the change management review of the change request.

Throughout this document, OSS Interfaces are defined as existing or new gateways (including
app1ication-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

! Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to.'

Page 56



MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
INTERIM DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01, 12-10-01,12-19-01. 01-03-02, 02-07-02. 02-20-02. 03-07-02. 04-04-02,
04-08-02

12.4 Reporting Trouble to IT

Qwest will open a trouble ticket at the time the trouble is first reported by CLEC or detected by
Qwest. The IT Help Desk representative will communicate the ticket number to the CLEC at the
time the CLEC reports the trouble.

If a ticket has been opened, and subsequent to the ticket creation, CLECs call in on the same
problem, and the IT Help Desk recognizes that it is the same problem, a new ticket is not
created. The IT Help Desk documents each subsequent call in the primary ticket.

If one or more CLECs call in on the same problem, but it is not recognized as the same
problem, one or more tickets may be created. When the problem is recognized as the same,
one of the tickets becomes the primary ticket, and the other tickets are linked to the primary
ticket. When the problem is closed, the primary and all related tickets will be closed.

12.5 Severity Levels

Severity level is a means of assessing and documenting the impact of the loss of functionality to
CLEC(s) and impact to the CLEC's business, The severity level gives restoration or repair
priority to problems causing the greatest impact to CLEC(s) or its business.

Guidelines for determining severity levels are listed below. Severity level may be determined
by one or more of the listed bullet items under each Severity Level (the list is not exhaustive).
Examples of some trouble ticket situations follow. Please keep in mind these are guidelines,
and each situation is unique The IT Help Desk representative, based on dissuasion with the
CLEC, will make the determination of the severity level and will communicate the severity level
to the CLEC at the time the CLEC reports the trouble. If the CLEC disagrees with the severity
level assigned by the IT Help Desk personnel, the CLEC may escalate using the Technical
Escalation Process.

Severity 1: Critical Impact

•

4

0

•

Critical.
High visibility.
A large number of orders or CLECs are affected.
A single CLEC cannot submit its business transactions.
Affects online commitment.
Production or cycle stopped - priority batch commitment missed.
Major impact on revenue.
Major component not available for use.
Many and/or major tiles lost.
Major loss of functionality.
Problem can not be bypassed.

l Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
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4 No viable or productive work around available.

Examples:

o

Major network backbone outage without redundancy.
Environmental problems causing multiple system failures.
Large number of service or other work order commitments missed.
A Software Defect in an edit which prevents any orders from being submitted.

Severity 2: Serious Impact

•

•

Q

•

Serious.
Moderate visibility.
Moderate to large number of CLECs, or orders affected.
Potentially affects online commitment.
Serious slow response times.
Serious loss of functionality.
Potentially affects production - potential miss of priority batch commitment.
Moderate impact on revenue.
Limited use of product or component.
Component continues to fail. intermittently down for short periods, but repetitive.
Few or small files lost.
Problems may have a possible bypass; the bypass must be acceptable to CLECs.
Major access down, but a partial backup exists.

Examples'

A single company, large number of orders impacted
Frequent intermittent logoffs.
Service and/or other work order commitments delayed or missed.

Severity 3: Moderate Impact

¢

•

•

•

•

Low to medium visibility.
Low CLEC, or low order impact,
Low impact on revenue.
Limited use of product or component.
Single CLEC device affected.
Minimal loss of functionality.
Problem may be bypassed, redundancy in place. Bypass must be acceptable to CLECs.
Automated workaround in place and known. Workaround must be acceptable to CLECs.

Example:

Hardware errors, no impact yet.

Severity 4: Minimal Impact

l Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

z Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'
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•

•

Low or no visibility.
No direct impact on CLEC.
Few functions impaired.
Problem can be bypassed. Bypass must be acceptable to CLECs.
System resource low, no impact yet.
Preventative maintenance request.

Examples:

•

12.6 Status Notification for IT Trouble Tickets

Misleading, unclear system messages causing confusion for users.
Device or software regularly has to be reset, but continues to work.

There are two types of status notifications for IT Trouble Tickets:

Ticket Notifications: for tickets that relate to only one reporting CLEC
Event Notifications: for tickets that relate to more than one CLEC
Event Notifications are sent by Qwest to as CLECs who subscribe to the IT Help Desk as
described in Process x. Event Notifications will include ticket status (e.g. open, no change,
resolved) and as much of the following information as is known to Qwest at the time the
notice is sent;
Description of the problem
Impact to the CLECs (e.g. geographic area, products affected, business implications)
Estimated resolution date and time if known
Resolution if"known
Severity level

• Trouble ticket number(s), date and time
• Work around if defined

Qwest contact for more information on the problem
System affected
Escalation information as available

Both types of notifications will be sent to the CLECS and appropriate Qwest personnel within
the time frame set forth in the table below and will include all related system trouble ticket
number(s).

12.7 Notification Intervals

Notification Intervals are based on the severity level of the ticket. "Notification Interval for any
Change in Status" means that a notification will be sent out within the time specified from the
time a change in status occurs. "Notification interval for No Change in Status" means that a
notif ication will be sent out on a recurring basis within the time specif ied from the last
notification when no change in status has occurred, until resolution. "Notification Interval upon

* Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

4 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'
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Severity Level of
Ticket

Notification
interval for
initial ticket

Notification
Interval for
any Change in
Status

Notification
interval for No
Change in
Status

Notification
Interval upon
Resolution

Severity Level 1 immediate
acceptance

Within 1 hour 1 hour Within 1 hour

Severity Level 2 Immediate
acceptance

Within 1 hour 1 hour within 1 hour

Severity Level 3 Immediate
acceptance

Within 4 hours 48 hours Within 4 hours

Severity Level 4 Immediate
acceptance

Within 8 hours 48 hours Within 8 hours

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
INTERIM DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11- 16-01,

11-29-019 12-10-019 12- 19-019 01-03-02. 02-07-02. 02-20-02. 03-07-02. 04-04-02,
04-08-02

Resolution" means that a notification wiki be sent out within the time specified from the
resolution of the problem.

Notification will be provided during the IT Help Desk normal hours of operation, Qwest will
continue to work severity 1 problems outside of Help Desk hours of operation which are
Monday-Friday 6:00 a.m, - 8:00 p.m. Mountain time and Saturday 7:00 a.m. - 3:00 p.m.
Mountain time, and will communicate with the CLEC(s) as needed. A severity 2 problem may
be wort?ed outSidelfhe IT Help Desk normal hours of operation on a case-by-case basis.

The chart below indicates the response intervals a CLEC can expect to receive after reporting a
trouble ticket to the IT Help Desk.

* Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

z Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to.'
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13.0 TRAINING

All changes to existing interfaces, as well as the introduction of new interfaces, will be
incorporated into CLEC training.

Qwest may conduct CLEC workshops. CLEC workshops are organized and facilitated by
Qwest and can serve any one of the following purposes:

Educate CLECs on a particular process or business function
Collect feedback from CLECs on a particular process or business function
Provide a forum for Qwest or CLECs to lobby for the implementation of a particular process
or business function

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."
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14.0 ESCALATION PROCESS

14.1 Guidelines

0

o

The escalation process will include items that are defined as within the CMP scope.
The decision to escalate is left to the discretion of the CLEC, based on the severity of the
missed or unaccepted response/resolution.
Escalations may also involve issues related to CMP itself, including the administration of the
CMP.
The expectation is that escalation should occur only after change management procedures
have occurred per the CMP.

14.2 Cycle

Item must be formally escalated as an e-mail sent to the Qwest CMP escalation e-mail address,
httpd/www.qwest.com/wholesale/cmp/escalations_dispute.html. late provider escalation level.

•

•

•

Subject line of the escalation e-mail must include:
CLEC Company name
"ESCALATION"
Change Request (CR) number and status, if applicable

Content of e-mail must enclose appropriate supporting documentation, if applicable, and to
the extent that tae supporting documentation does not include the following information, the
following must be provided:

Description of item being escalated
History of item
Reason for Escalation
Business need and impact

» Desired CLEC resolution
CLEC contact information including Name, Title, Phone Number, and e-mail address
CLEC may request that impacted activities be stopped, continued or an interim solution
be established.

Qwest will acknowledge receipt of the complete escalation e-mait with an acknowledgement
of the e-mail no later than the close of business of the following business day. If the
escalation email does not contain the following specified information Qwest will notify the
CLEC by the close of business on the following business day, identifying and requesting
information that was not originate included. When the escalation email is complete, the
acknowledgement email will include:
• Date and time of escalation receipt

Date and time of acknowledgement email
» Name, phone number and email address of the Qwest Director, or above, assigned to

the escalation.

L Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

4 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'

Page 63



MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
INTERIM DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01, 12-10-01, 12-19-01. 01-03-02, 02-07-02, 02-20-02. 03-07-02. 04-04-02,
04-08-02

•

0

Qwest will post escalated issue and any associated responses on the CMP web site within
'i business day of receipt of the complete escalation or response.
Qwest will give notification that an escalation has been requested via the Industry Mail Out
process
Any other CLEC wishing to participate Ir; the escalation must submit an e~mail notification to
the escalation URL within one (1) business day of the mail out. The subject line of the e-
mail must include the t i t le of  the escalated issue fol lowed by "ESCALATION
PARTICIPATION"
Qwest will respond with a binding position e-mail including supporting rationale as soon as
practicable, but no later that:
» For escalated CRs, seven (7) calendar days of sending the acknowledgment e~mail,.

For all other escalations, fourteen (14) calendar days of sending the acknowledgment e-
mail.

The escalating CLEC will respond to Qwest within seven (7) calendar days with a binding
position e-maii.
When the escalation is closed, the resolution will be subject to the CMP.

= Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

I Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to.'
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15.0 DISPUTE RESOLUTION PROCESS

CLECs and Qwest wit! work together in good faith to resolve any issue brought before the CMP. in
the event that an impasse issue develops, a party may pursue the dispute resolution processes
set forth below: Item must be formally noticed as an e-mail sent to the Qwest CMP Dispute
Resoiutiorl e-mail address, http:l/www.qwestcomiwholesale/cmplescalations_dispute.html.
Subject line of the e-mail must include:

CLEC Company name
"Dispute Resolution"
Change Request (CR) number and status, if applicable
Content of e-mail must enclose appropriate supporting documentation, if applicable, and to the
extent that the supporting documentation does not include the following information, the
following must be provided:

Description of item
» History of item
• Reason for Escalation
¢ Business need and impact

Desired CLEC resolution
• CLEC contact information including Name, Title, Phone Number, and e-mail address

Qwest with acknowledge receipt of the complete Dispute Resolution e-mail within one (1)
business day

Qwest or any CLEC may suggest that the issue be resolved through an Alternative Dispute
Resolution (ADR) process, such as arbitration or mediation using the American Arbitration
Association (AAA) or other rules. If the parties agree to use an ADR process and agree upon
the process and rules to be used, including whether the results of the ADR process are
binding, the dispute will be resolved through the agreed-upon ADR process.
Without the necessity for a prior ADR Process, Qwest or any CLEC may submit the issue,
following the commission's established procedures, with the appropriate regulatory agency
requesting resolution of the dispute. This provision is not intended to change the scope of any
regulatory agency's authority with regard to Qwest or the CLECs.

This process does not limit any party's right to seek remedies in a regulatory or legal arena at any
time.

* Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-
to-application interfaces and Graphical User Interfaces), connectivity and system functions that support or
affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services
provided by CLECs to their end users
z Throughout this document, the terms "include[s)" and "including" mean "including, but
not limited to.'
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Term Definition

CLEC A telecommunications provider that has authority to provide local
exchange telecommunications service on or after February 8,
1996, unless such provider has been declared an incumbent Local
Exchange Carrier under the Federal Telecommunications Act of
1996.

Software Defects A problem with system software that is not working according to
the Technical Specifications and is causing detrimental impacts to
the users.

Design, Development,
Notification, Testing ,
lmpiementation and
Disposition

Design: To plan out in a systematic way. Design at Qwest
includes the Business Requirements Document and the Systems
Requirements Document. These two documents are created to
define the requirements of a Change Request (CR) in greater
detail such that programmers can write system software to
implement the CR.

Development: The process of writing code to create changes to a
computer system or sub system sof tware that have been
documented in the Business Requirements and Systems
Requirements.

Notif ication: The act or an instance of providing information.
Various specific notifications are documented throughout the CMP.
Notif ications apply to both Systems and Product gt Process
changesTesting; The process of verifying that the capabilities of a
new software Release were developed in accordance with the
Technical Specifications and performs as expected. Testing would
apply to both Qwest internal testing and joint Qwest/CLEC testing.

implementation: The execution of the steps and processes
necessary in order to make a new Version of a computer system
available in a particular environment. These environments are
usually testing environments or production environments.

Disposition: A fiat settlement as to the treatment of a particular

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
INTERIM DRAFT _ Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02, 02-20-02. 03-07-02. 04-04-02,
04-08-02

DEFINITION OF TERMS

l Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to.'
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Term Definition

Change Request.

Good Faith "Good faith" means honesty in fact and the observance of
reasonable commercial standards of fair dealing.

OSS Interface Existing or new gateways (including application-to-application
interfaces and Graphical User interfaces), connectivity and system
functions that support or affect the pre-order, order, provisioning,
maintenance and repair, and billing capabilities for local services
provided by CLECs to their end users.

Controlled Production process is designed to validate CLEC ability
to transmit transactions that meet industry standards and
complies with Qwest business rules. Controlled Production
consists of submitting requests to the Qwest production
environment for provisioning as production orders with limited
volumes. Qwest and CLEC use Controlled Production results to
determine operational readiness for full production turn-up.

This type of application~to~appiication testing allows a CLEC to
validate its technical development of an OSS Interface before turn-
up in production of new transactions or significantly changed
capabilities.

A production copy of MA. it interfaces directly with Qwest's
production systems for pre~order and order processing. As a
result, all interoperability pre-order queries and order transactions
are subjected to the same edits as production orders. A CLEC
uses account data valid in Qwest production systems for creating
scenarios on Qwest-provided templates, obtains approval on these
scenario templates, and then submits a minimum set of test
scenarios for all transactions Et wishes to perform in production.
interoperability testing provides CLECs with the opportunity to
validate technical development efforts and to quantify processing
results.

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
INTERIM DRAFT _ Revised 10-16-01, 10-3-01, 9-20-01, 11- 1-01, 11-8-01, 11-16-01,

11-29-01, 12-10-01, 12-19-01, 01-08-02, 02-07-02. 02-20-02, 03-07-02. 04-04-02,
04-08-02

OSS Application to
Application Interface
Testing

Controlled Production
Testing

Initial implementation
Testing

Interoperability Testing
Environment

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
app1ication-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

-' Throughout this document, the terms "inc1ude(s)" and "including' mean "including, but
not limited to.'
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Term Definition

Level of Effort

Migration Testing

Regression Testing

Estimated range of  hours required to implement a Change
Request

Process to  test  in  the  Customer Test ing Environment a
subsequent application-to-application Release from a previous
Release. This type of testing allows a CLEC to move from one
Version to a subsequent Version of a specific ass Interface.

Process to test,  in the Customer Test Environment,  OSS
Interfaces, business process or other re lated interactions.
Regression Testing is primarily for use with 'no intent' toward
meeting any Qwest entry or exit criteria within an implementation
process. Regression Testing includes testing transactions
previously tested, or certified.

Release

• Major Release
Paint Release
Patch Release

A Release is an implementation of changes resulting from a CR or
production support issue for a particular OSS Interface There are
three types of releases for MA. :

•

•

•

Major Release may be CLEC impacting (to systems code and
CLEC operating procedures) via EDI changes, GUI changes,
technical changes, or all. Major Releases are the primary
vehicle for implementing systems Change Requests of all
types (Regulatory, industry Guideline, CLEC-originated and
Qwest~originated).
Point Release may not be CLEC code impacting, but may
affect CLEC operating procedures. The point release is used
to fix bugs introduced in previous releases, technical changes,
make changes to the Gui, and/or deliver enhancements to MA
disclosed in a major release that could not be delivered in the
timeframe of the major release.
Patch Release is a specially scheduled system change for the
purpose of installing the software required to resolve an issue
associated with a trouble ticket.

Release Production Date The Release Production Date is the date that a software Release
is f irst available to the CLECs for issuance of  production
transactions.

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
INTERIM DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11- 1-01, 11-8-01, 11- 16-01,

11-29-01, 12-10-01, 12- 19-019 01-03-02, 02-07-02, 02-20-02, 03-07-02, 04-04-02,
04-08-02

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
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Term Definition

Sub-systems A collection of tightly coupled software modules that is responsible
for performing one or more specific functions in an ass interface.

Stand-alone Testing
Environment (SATE)

A Stand-Alone Testing Environment is a test environment that can
be Lased by CLECs for~lnitial implementation Testing; Migration
Testing and Regression Testing. SATE takes CLEC pre-order and
order transaction requests, passes the requests to the stand-alone
database, and returns responses to the CLEC user. SATE uses
pre-defined test account data and requests that are subject to the
same BPL IMA/EDI edits as those used in production. The SATE
is intended to mirror the production environment (including
simulation of all legacy systems). SATE is part of the Customer
Test Environment.

Technical Specifications Detailed documentation that contains all of the information that a
CLEC will need in order to build a particular release of an OSS
application~to-application interface. Technical Specifications
include:

A chapter for each transaction or product which includes a
business (OBF forms to use) description, a business model
(electronic transactions needed to complete a business
function), trading partner access information, mapping
examples, data dictionary

Technical Specification Appendices for MA include:

» Developer Worksheets
» MA Additional Edits (edits from backend ass systems)
» Developer Worksheets Change Summary (f ield by f ield,

release by release changes)
¢ EDl Mapping and Code Conversion Ghanges (release by

release changes)
Facility Based Directory Listings
Generic Order Flow Business Moder

The above list may vary for non-IMA application to application
interfaces

Version A version is the same as an OSS Interface Release (Major or Point
Release)

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
INTERIM DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11~1-01, 11-8-01, 11-16-01,

11-29-01, 12- 10-01, 12-19-01, 01-03-02, 02-07-02, 02-20-02, 03-07-02, 04-04-02,
04-08-02

1 Throughout this document, OSS Interfaces are defined as erdsting or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
INTERIM DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02. 02-20-02. 03-07-02. 04-04-02,
04-08-02

GLOSSARY GF TERMS

ANSI
ATIS
CMP
ECIC
EDI
FCC
GUI
ITS
LO!
LSR
NRIC
OBP
o rs
OSS
t o o
RN
TCIF

American National Standards Institute
Alliance for Telecommunications Industry Solutions
Change Management Process
Electronic Communications Implementation Committee
Electronic Data interchange
Federal Communications Commission
Graphical User Interface
in temationai Telecommunications Union
Letter of Intent
Local Service Request
Network Reliability and interoperability Council
Ordering and Billing Forum
Outstanding Issue Solution
Operational Support Systems
Point Of Contact
Release Notification
Telecommunications industry Forum

PHX/1289344. 1/67817. 150

* Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users

2 Throughout this document, the terms "inc1ude(s)" and "including' mean "including, but
not limited to.'
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3.4 QWEST INITIATED PRODUCT/PROCESS CHANGE PROCESS

[March 19, 2002, CMP Redesign: Following is a process Qwest will implement as Qwest
and CLECs further evaluate and modify fr. Further action will be taken by the CMP
Redesign team as follows. CLECs and Qwest will review product/process notices
issued over the last few months in order to make the list of categories in each "Level"
more exhaustive. This initial effort should be completed by April 16, 2002. After this
review, CLECs and Qwest will baseline this process, add it to the Interim draft master
redline document and implement it as modified.]

The following defines four levels of Qwest-initiated product/process changes and the
process by which Qwest will initiate and implement these changes. None of the following
shall be construed to supersede timelines or provisions mandated by federal or state
regulatory authorities, certain CLEC facing websites (e.g. ICONN and Network
Disclosures) or individual interconnection agreements. The lists provided below are
exhaustive/ finite, but may be modified by agreement of the parties[Discuss how the
levels will be modified long term]. Qwest will utilize these lists when determining the
disposition (e.g. level 1-4) to which new changes should be categorized. The changes
that go through these processes are not changes to systems.

3.4.1 Level 1 changes

Level 1 changes are defined as changes that do not alter CLEC operating procedures or
are time critical corrections. Time critical changes may alter CLEC operating procedures,
but only if such changes have first been implemented through the appropriate procedure
under CMP for such changes. Level 1 changes are effective immediately upon notice. In
the event the CLEC believes that its operating procedures are altered by the change, the
CLEC will immediately notify the Qwest CMP manager by e-mail. Qwest will promptly
respond to the CLEC and work to resolve the issue.

Level 1 change categories are:

•

•

•

•

•

•

•

•

•

Verbiage clarifications/wordsmithing
Providing additional information such as:
• Additional information regarding existing products (e.g. Premium Listing)
• Documentation concerning existing processes not previously documented (e.g.

inside wiring)
New feature downloadable within a PCAT for existing feature not previously
documented

Corrections that do not change the initial purpose of a document
Corrections to synch up documentation with systems capabilities
Modifications to frequently asked questions
Re-notifications issued within 6 months after initial notification (notice will include
reference to date of initial notification)
Training schedule changes (note: training schedules are posted quarterly, if a class
is cancelled, notification is provided 2 weeks in advance. If a class is added, it is
posted as soon as possible)
Typo corrections, grammar corrections, product branding changes
Update Invalid Contact information
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• Update Contacts lists when contact no longer work for Qwest (e.g. Escalation
Contacts List)
Contact information updates from organizational changes

• URL changes with redirect link

For any change that Qwest considers a Level 1 change that does not specifically fit into
one of the categories listed above, Qwest shall issue a Level 3 notification.

•

3.4.1.1 Level 1 ProcesslDeliverables

For Level 1 changes, Qwest will provide a notification to CLECs. Level 1 notifications
will state the disposition (e.g. level 1), description of change, changes are effective
immediately, that there is no comment cycle and will advise CLECs to contact the CMP
Manager immediately if the change alters the CLECs operating procedures and requires
Qwest's assistance to resolve. In addition, Qwest will provide the following for PCAT
and NonFCC Technical Publication ("Tech Pub") changes:

•

•

A web notification form that includes an exact cut and paste of the changes
highlighted in green (PCAT) or redlined (Technical Publications). If necessary,
additional text above and below the changes will be provided for context.
A history log that tracks the changes

Note: For typo corrections, grammar corrections, and product branding changes to
PCATs and NonFCC Tech Pubs notifications, web change forms will not be provided.
The changes will be documented in the history log for the document to which the
changes were made.

3.4.2 Level 2 changes

Level 2 changes are defined as changes that have minimal effect on CLEC operating
procedures. Qwest will provide notice of Level 2 changes at least 21 calendar days prior
to implementation.

Level 2 change categories are:

•

•

•

•

Email address changes
TN changes
FAX TN changes
Changes to existing Web content

Remove data stored under archive links after certain time period
» Eliminate a re-direct link
• Add new functionality (e.g. CNLA)

» Re-notifications issued 6 months or more after the initial notification (notice will
include reference to date of initial notification)

• Updates (e.g. CLEC Questionnaire)

For any change that Qwest considers a Level 2 change that does not specifically fit into
one of the categories listed above, Qwest shall issue a Level 3 notification.

3.4.2.1 Level 2 Process/Deliverables

For Level 2 changes, Qwest will provide a notice to CLECs. Level 2 notifications will
state the disposition (e.g. level 2), description of change, proposed implementation date,

Page 2



and CLEC/Qwest comment cycle timeframes. In addition to the notice, any
documentation changes required to PCATs and Non-FCC Tech Pubs (red-line for Tech
Pubs and green highlights for PCATs) will be available for review in the Document
Review section of the CMP Website
(http://www.qwest.com/wholesale/cmp/review.html), commonly known as the
document review site. In the document review site, a comment button will be available
next to the document to allow CLECs to provide comments. For Level 2 changes that do
not impact PCATs or NonFCC Tech Pubs, a comments link will be provided within the
notification for comments.

Qwest must provide initial notice of Level 2 changes at least 21 calendar days prior to
implementation and adhere to the following comment cycle:

CLECs have 7 calendar days following initial notification of the change to provide
written comments on the notice

• Qwest will reply to CLEC comments no later than 7 calendar days following the
CLEC cut-off for comments. The Qwest reply will also include confirmation of the
implementation date.

• Qwest will implement no sooner than 21 calendar days from the initial notification.

CLECs may provide General comments regarding the change (e.g., clarification, request
for modification). Comments must be provided during the comments cycle as outlined
for level 2 changes.

•

For general comments, Qwest will respond to comments and provide a final notice of the
change. Additionally, Qwest will provide documentation of proposed changes to Qwest
PCATs and NonFCC Tech Pubs available to CLECs and implement the change(s)
according to the timeframes put forth above. If there are no CLEC comments, a final
notice will not be provided and the changes will be effective according to the date
provided in the original notification.

If the CLECs do not accept Qwest's response, any CLEC may elect to escalate or
pursue dispute resolution in accordance with the agreed upon CMP Escalation or
Dispute Resolution procedures.

3.4.3 Level 3 changes

Level 3 changes are defined as changes that have moderate effect on CLEC operating
procedures and require More lead-time before implementation than Level 2 changes.
Qwest will provide initial notice of Level 3 changes at least 31 calendar days prior to
implementation.

Level 3 change categories are:

•

•

•

•

•

Changes to whether fields are required
» Use of manual handling field during manual process
NC/NCI code changes
Product enhancements (excluding resale) that do not drive new processes
Customer-facing Center hour changes
New manual process
• Feature verification for large CSRs
• Working TNs for Resale Centrex

Page 3



•

•

Modify/change existing manual process
Change manual reject reasons
Modify manual jeopardy form

Change CLEC facing process to improve process gaps
c Service/Account Manager identifies a gap in process based on a CLEC ADHOC

inquiry

3.4.3.1 Level 3 Process/Deliverables

For Level 3 changes, Qwest will provide a notice to CLECs. Level 3 notifications will
state the disposition (e.g. level 3), description of change, proposed implementation date,
and CLEC/Qwest comment cycle timeframes. For Level 3 notifications that Qwest
believes represent a new change category under Level 1 or Level 2, Qwest should
propose such new change category in the notice and CLECs and Qwest will discuss the
proposal in the next monthly Product & Process CMP meeting. In addition to the notice,
any documentation changes required to PCATs and Non-FCC Tech Pubs (red-line for
Tech Pubs and green highlights for PCATs) will be available for review in the Document
Review section of the CMP Website (http://www.qwest.com/wholesale/cmp/review.html),
commonly known as the document review site. In the document review site, a comment
button will be available next to the document to allow CLECs to provide written
comments. For Level 3 changes that do not impact PCATs or Non-FCC Tech pubs, a
link will be provided within the notification for comments.

Qwest will provide initial notice of Level 3 changes at least 31 calendar days prior to
implementation and adhere to the following comment cycle:

• CLECs have 15 calendar days following initial notification of the change to provide
written comments on the notice

• Qwest will reply to CLEC comments no later than 15 calendar days following the
CLEC cut-off for comments. The Qwest reply will also include confirmation of the
implementation date. In the event there are extenuating circumstances, (e.g.
requested change requires significant research, information is required from national
standards body or industry (e.g. Telcordia)), Qwest's response will indicate the
course of action Qwest is taking and Qwest will provide additional information when
available. Once the information is available Qwest will provide a notification and any
available updated documentation (e.g. Tech Pubs, PCATs) at least 15 calendar days
prior to implementation.

» Qwest will implement no sooner than 15 calendar days after providing the response
to CLEC comments. For example, if there are no CLEC comments, Qwest may send
out a final notification on the first day following the CLEC cut-off for comments (day
16 after the initial notification). Thus, implementation would be 31 days from the
initial notification. However, if Qwest does not respond to the CLEC comments until
the 15"" day after the CLEC cut-off for comments, the earliest possible
implementation date would be 45 calendar days from the initial notification.

CLEC comments must be provided during the comment cycle as outlined for Level 3
changes. Comments may be one of the following:

• General comments regarding the change (e.g., clarification, request for modification)
• Request to change disposition of Level. If the request is for a change to Level 4, the

request must include substantive information to warrant a change in disposition (e.g.
business need, financial impact).

Page 4



• Request to change disposition to a Level 1 or Level 2 doesn't have to include
substantive information to warrant a change.

• Request for postponement of implementation date, or effective date

For general comments, Qwest will respond to comments and provide a final notice of the
change. Additionally, Qwest will provide documentation of proposed changes to Qwest
PCATs and NonFCC Tech Pubs available to CLECs and implement the change(s)
according to the timeframes put forth above.

CLECs and Qwest will discuss requests to change the disposition Level of noticed
changes, or to establish new change categories under Levels 1 - 4, at the next monthly
Product 8. Process CMP meeting. In the event that the parties are not able to reach
consensus on any such request, CLECs and Qwest will take a vote of the parties in
attendance at the meeting. The result will be determined by the majority. If the
disposition Level of a change is modified, from the date of the modification forward such
change will proceed under the modified Level. When a change to the disposition Level
of a particular notice also suggests that a new category of change be established under
one of the Levels, a separate vote shall be taken for each.

For a request for postponement, Qwest will follow the procedures as outlined in Section
4 of this document.

If the CLECs do not accept Qwest's response, any CLEC may elect to escalate or
pursue dispute resolution in accordance with the agreed upon CMP Escalation or
Dispute Resolution procedures.

3.4.4 LeveI 4Changes

Level 4 changes are defined as changes that have a major effect on existing CLEC
operating procedures or that require the development of new procedures. Level 4
changes will be initiated using the CMP CR process and provide CLEC an opportunity to
have input into the development of the change prior to implementation.

•

•

Level 4 change categories are:

New products, features, services (excluding resale)
Interval changes
• Increase FOC to 72 hours
• Changes to Standard Interval Guide (SIG)
• Change a wire center's status of MSA/ nonMSA or Zone 1 or 2 distinction

resulting in a change to the M&R and Provisioning interval
• Change to a pre-order step

• Need to populate appointment scheduler
• Check facility availability

• New processes related to product enhancements
• Add Shared Distribution Loop as an additional sub-loop element
• Extension tech on UBL
• New features with new processes

• New PCAT for new processes
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3.4.4.1 Level 4 ProcesslDeliverables

Qwest will submit a completed Change Request no later than 14 calendar days prior to
the CMP Product and Process Monthly Meeting. At a minimum, each Change Request
will include the following information:

• A description of the proposed change
» A proposed implementation date (if known)
• Indication of the reason for change (e.g., regulatory mandate)
• Basis for disposition of level 4

within two (2) business days from receipt of the CR:

• The Qwest CMP manager assigns a CR Number and logs the CR into the CMP
Database.

• The Qwest CMP Manager forwards the CR to the CMP Group Manager,
• The Qwest CMP manager sends acknowledgment of receipt to the CR submitter and

updates the CMP Database.

within two (2) business days after acknowledgement,

•

•

•

•

The Qwest CMP Manager posts the complete CR to the CMP Web site
The CMP Group Manager assigns a Change Request Project Manager (CRPM) and
identifies the appropriate Director responsible for the CR
The CRPM identifies the CR subject matter expert (SME) and the SME's Director.
The CRPM will provide a copy of the detailed CR report to the CR originator which
includes the following information:
• Description of CR
• Assigned CRPM
• Assigned CR number
• Designated Qwest SME(s) and associated director(s)

Qwest will present the Change Request at the monthly Product and Process CMP
meeting. The purpose of the presentation will be to:

•

•

•

•

•

Clarify the proposal with the CLECs
Confirm the disposition (e.g., level 4) of the Change (see below). If during the CMP
meeting CLECs agree to change the disposition, than the type of change being
made will be added to the list for the disposition to which it is changed.
Propose suggested input approach (e.g., a 2 hour meeting, 4 meetings over a two
week period, etc.), and obtain consensus for input approach.
Confirm deadline, if change is mandated
Provide proposed implementation date, if applicable

At the monthly CMP meeting, the parties will discuss whether to treat the Change
Request as a Level 4 change. If the parties agree, the Change Request will be
reclassified as a Level 1, 2 or 3 change, and the change will follow the process set forth
above for Level 1, 2, or 3 changes, as applicable. If the parties do not agree to
reclassify the Change Request as a Level 1, 2 or 3 change, the following process will
apply:

• The parties will develop a process for Qwest to obtain CLEC input into the proposed
change. Examples of processes for input include, but are not limited to, one-day
conferences, multi-day conferences, or written comment cycles.
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» After completion of the input cycle, as defined during the CMP meeting, Qwest will
modify the CR, if necessary, and design the solution considering all CLEC input.

• For Level 4 changes, when the solution is designed and all documentation is
available for review, a notice of the planned change is provided to the CLECs. This
notice will be provided at least 31 calendar days prior to implementation. The notice
will contain reference to the original CR, proposed implementation date, and the
CLEC/Qwest comment cycle. In addition, any documentation changes required to
PCATs and Non-FCC Tech Pubs will be available for review in the document review
site (red-line for Tech Pubs and Red-line for Tech Pubs) with a Comment button
available to provide written comments. For Level 4 changes that do not impact
PCATs or NonFCC Tech Pubs, a comments link will be provided within the
notification.

• CLECs have 15 calendar days following notification of the planned change to provide
written comments on the notice

• Qwest will reply to CLEC comments no later than 15 calendar days following the
CLEC cut-off for comments. The Qwest reply will also include confirmation of the
implementation date. In the event there are extenuating circumstances, (e.g.
requested change requires significant research, information is required from national
standards body or industry (e.g. Telcordia)), Qwest's response will indicate the
course of action Qwest is taking and Qwest will provide additional information when
available. Once the information is available Qwest will provide a notification and any
available updated documentation (e.g. Tech Pubs, PCATs) at least 15 calendar days
prior to implementation.

• Qwest will implement no sooner than 15 calendar days after providing the response
to CLEC comments. For example, if there are no CLEC comments, Qwest may send
out a final notification on the first day following the CLEC cut-off for comments (day
16 after the initial notification). Thus, implementation would be 31 days from the
initial notification. However, if Qwest does not respond to the CLEC comments until
the 15"' day after the CLEC cut-off for comments, the earliest possible
implementation date would be 45 calendar days from the initial notification.

CLEC comments must be provided during the comment cycle as outlined for Level 4.
CLEC comments may be one of the following:

• General comments regarding the change (e.g., clarification, request for modification)
» Request for stay or delay implementation, or effective date for which comments are

being provided.

For general comments, Qwest will respond to comments and provide a final notice of the
change. Additionally, Qwest will provide documentation of proposed changes to Qwest
PCATs and NonFCC Tech Pubs available to CLECs and implement the change(s)
according to the timeframes put forth above.

For a request to stay or delay, Qwest will follow the procedures as outlined in Section 4
of this document.

If the CLECs do not accept Qwest's response, any CLEC may elect to escalate the CR
or pursue dispute resolution in accordance with the agreed upon CMP Escalation or
Dispute Resolution procedures.

PHX/]289281.1/67817.150
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Improvement Implementation Date s
Scope October 2001
Standard Naming Convention August 2001
Web Site Improvements October 2001

Searchable WebsiteCustomer Notification Letter Archive
Database

January 2002

CMP Process Improvements
- 1. CR Clarification Meetings

2. Meeting Distribution Package

3. Meeting Minutes

4. CR Tracking and Reporting Database

5. CR Project Management

6. Interactive CR Reports

1. August 2001

2. September 2001 P&P
October 2001 Systems

3. August 2001 P&P
September 2001 Systems

4. September 2001 P&P
October 2001 Systems

5. August 2001

6. November 2001

Escalation and Dispute Resolution Process Redesign Improvements
- 1. Process

2. Web Site

1. November 2001

2. November 2001
Interim Exception Process September 2001
OSS Interface 12 Month Development View

- 1. Updated on web

2. Most recent presentation at CMP

1. November 2001

2.Janua 2002
CLEC/Qwest Initiated OSS Interface CR Process Redesign
Improvements

- 1. Process

2. Form

1.0ctober 2001

2.Revised November 2001
CLEC Initiated Product and Process CR Process Redesign
Improvements

- 1. Process

2. Form

1.0ctober 2001

2. Revised November 2001
PCAT Red-Line Started November 2001
Tech-Pub Red-Line Started October 2001
Point of Contact List October 2001
Established CMP Full Day Meetings October 2001
Prioritization of Qwest Originated OSS Interface CRs MA 10.0 August 2001 and

late October/ early November
2001

MA 11.0 Februa 2002
Introduction of New OSS Interface Ready when applicable
Web Tool to Support CLEC Comments November 2001
Retirement of OSS Interface Ready when applicable
Changes to an Existing OSS Application to Application Interface

- Draft Technical Specifications Walkthrough
- CLEC Comment Cycle
- Final Technical Specifications
- CLEC Testing

Effective with MA 10.0
Release

Changes to an Existing GUI Effective with MA 10.0

Change Management Process (CMP) Improvements - 11-26-01
Revised 3-29-02



Draft User Guide
CLEC Comment Cycle
Final User Guide

Release

OSS MA EDI Versioning In Effect
3 Major/3 Point MA Releases per Year In Effect
MA Releases no Less than 3 Months Apart In Effect

Modification of Past Versions of MA EDI In Effect
Interface Testing Environment

- SATE
SATE Available with MA 9.0

Production Support February 2002

Qwest Initiated Product and Process CR Process April 2001


